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A telephony system for conducting multimedia telephonic communications across a packet-based network is described between a 
caller system and an agent system through a software switch. The software switch receives from the callerTystem a padke ^™Sns 
a request to conduct a multimedia telephonic conference with an agent system. The switch exchaneeT™ *%f wTth t lt ™n« P c^f, , 8 

S^tetohtv £i£5 SyStem - ^ SWitCh Pr ° vides ™ a PP ficatio " P"^*^^ 

which the telephony application program can control multimedia telephonic conferences between the caller and agent systemTTte sS 
then processes the call according to the commands received through the application program interface fr^m ^ telepSv annlica iS 
ST;J^ nC Cmb0d ^ nt - * C a PP ,icati0 " is an Au ">™^ Call Distributor(ACD). whiciTroutes calk mXgTthe software s£h Z 
anoAer embodiment, a CTI subsystem prov.des an interface to a CTI server so that the ACD can work togethe? with standard PSTO call 
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A TELEPHONY SYSTEM FOR CONDUCTING MULTIMEDIA TELEPHONIC 

CONFERENCES OVER A PACKET-BASED NETWORK 



Field of the Invention 

The invention relates generally to telecommunication systems. More specifically, the 
5 invention relates to a system and method for providing telecommunications over a packet-based 
network. 

Background of the Invention 

Since the advent of the telephone, telecommunications companies have used circuit 
switching technology to route voice communications over a communication path between a 

10 caller and a receiver (i.e., endpoints) using a fixed, dedicated bandwidth. In general, circuit 
switching technology is the equipment that provides the communication path between the 
endpoints. Advances in circuit switching technology have enabled various call control features, 
such as, call hold, and three-way calling. Circuit-switching technology has further improved 
through the introduction of cord board switching, analog switches, and digital switches. 

15 In parallel with the technological developments of circuit switching, the field of data 

communications has experienced dramatic progress with the rise of the Internet and the World 
Wide Web. Data transmission across the Internet is based on Internet Protocol (IP), which 
transmits information in packets. Packets follow various routes through the Internet to reach 
their destinations. Packet switches or routers determine the path taken by each packet. 
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f nacket'communications, an industry has arisen to devise 
Because of the cost advantage of packet comm 

• • it hased voice data into packet-based voice data 

„ — *» fc — «— — . ed voice data u convertci 

voice data can tmve, over a pac k et-based networt. The pacte 
■ vcui, based voice data and routed to a circuit switch. 

However, converting^ exam ple, the conversion of information between the 

• t > of the circuit domain. In particular, using packet 
— " — " 21 ,dio communications, data communications, and 
— * — " " TrJll hish - b,m, or other opnon, 

In the circuit domain, voice is restncted ^ 

Hnwever, specialized, expensive ncu 

— 5 :el — is-de-curswhen 
requi red to switch and provtde features. ^ ^ ^ ^ ^ ^ 

compressing circuit voice data into packet vo.ce data. Ano 

„ to perform conversions. 

There remains, therefore, a need forth ry 

elusive* in the pacta, domah, . avoid the a—- - - — ~ 
switching technology. 

Summai^Lofihelm^^ 

thnd for conduc ting multimedia telephonic conferences over 
The invention features a method for conaucu b 

Tneinvenuu SYS tem to conduct a 

i, a racket representing a request from a caller system 

apacket-basednetwork. Apacketr tem is recei ved over the packet-based 

network. Packets are exchanged with the caller system to establish 



<wo 004l382AU-> 



WO 00/41382 PCT/US99/30914 

-3- 

An application program interface is provided to a telephony application program through which 
the telephony application program can control multimedia telephonic conferences between the 
caller and agent systems. A command is received from the telephony application program 
through the application program interface to process the call according to the command. 
5 In one embodiment, packets are exchanged with the agent system to establish a second 

call with the agent system. The call established with the caller system is linked to the call 
established with the agent system to establish a multimedia telephonic conference between the 
caller and the agent systems. Various operations can be performed on this multimedia 
conference. Such operations include placing the caller system on-hold, retrieving the caller 

10 system from hold, transferring the conference to another agent system, adding another agent 
system to the conference, silently monitoring the conference, and barging in on the conference. 

In another aspect, the invention features a multimedia telephonic communication system 
in a packet-based network having a caller system transmitting a request to conduct a multimedia 
telephonic conference with an agent system. The multimedia telephonic communication system 

15 includes a server system in communication with the caller system over the packet-based network 
for receiving the request. The server system has software installed thereon and a processor 
executing the software. The software includes an application program interface, through which a 
telephony application program can control multimedia telephonic conferences, and a switch that 
receives a command from the telephony application program through the application program 

20 interface to control a multimedia telephonic conference between the caller and agent systems 
according to the command. 

In one embodiment, the software includes the telephony application program and that 
telephony application is an automatic call distributor (ACD), which routes calls received by the 
switch from the caller system to an available agent system. In another embodiment, the software 
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. ^'ubsystem which communicates w,A a CTl 
incl „dcs a computer technoicgy in.eg.auon (CTI) subsy 

. , on features a call center for handling multimedia telephonic 

server sy stem in communication wtth a caller system 

„ „ a telephonic conference with the agent system. The serv 
n «wotktoconductate,eph fc<-h _ The software includes a 

softw are installed thereon and a proses „ program in ,erface mrough which me 

rrr»m a switch, and an application y & 
.elephonyapplicatton program, as ^ ^ ^ 

ttl ephony application program commumcates * 
conference between rhe caller and the agent sysrems reap 

Br jefDescriE£!on°»*^^ 

. • oi „tedout with pat,— ^ rhe appended claims. Tbe above and 
Tbe invention tspomtedou, P M „ fte followin g 

^er advances of me invention may he hotter 

■ «ion with the accompanying drawtngs,m which. 

15 R8 ^ngcanersandagents — aserversystemoverap^ 

telephonic communication among 

neW ° rk; „, a ™ of software objects produced and used by the 

Fig .2A and 2B are block diagtams of soft 

. polish multimedia relephone calls over .he network, 
telephony system to establish mu installed on the server system, 

m 3 „ a block diagram of software components totalled 

including call processing, 



, cxl subsystems, to implement telephony 
ing, telephony application, and CT1 subsyst 

functionality of the telephony system; 

Fig 4 is a block diagram of , he software components for the ca 
of the software insualled on the server system; 
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Figs. 5 A and 5B are block diagrams illustrating the operation of the Alternate Call 
request; 

Figs. 6A-6D are block diagrams illustrating the operation of the Transfer Call request; 
Fig. 7 is a flow diagram of a process that the call processing subsystem uses to clear "a 
connection when the caller hangs up. 

Fig. 8 is a flow diagram of a process that the call processing subsystem uses to clear a 
connection when the agent system ends the conference. 

Fig. 9 is a flow diagram of a process that the call processing subsystem uses to handle an 
incoming call from an endpoint; 

Fig. 10 is a flow diagram of a process that the call processing subsystem uses to place a 
call on-hold; 

Fig. 1 1 is a flow diagram of a process that the call processing subsystem uses to retrieve a 
connection that has been previously placed on-hold; 

Fig. 12 is a flow diagram of a process that the call processing subsystem uses to place 
three endpoints into a multi-point conference; 

Fig. 13 is a flow diagram of a process that the caller uses to exchange protocol packets 
with the call processing subsystem to establish a call; 

FIG. 14 is a flow diagram of a process that the call processing subsystem uses to place a 
call to the agent system to establish a conference with the caller system; 

Fig. 1 5 is a block diagram of the software components for the ACD subsystem 
component of the software installed on the server system; and 

Fig. 16 is a block diagram of the software components for the CTI subsystem component 
of the software installed on the server system. 
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Detailed Description 

FIG , sh ows an exemplary embodiment of a te .epnony system 1 0 tha, conduct 
m uHimedia (i.e., any —don o f and,, video, and data) telephonic communication between 

i o connected to a local area network 
; wodd Wide Web, WAN, LAN). The agen. system, 18 a. conneeted 

_ , et , . server 30 web server 32, and a firewall 34 connect the LAN 26 to 
(LAN) 26 (e. 6 ., Ethernet). A server w 

. second network 38. A router 42 connects the network 22 to the second networks for 

. *. PSTN to networked computers. A CTI (Computer Telephony 
,0 which is a server that connects the PSTN to networ 

migration) server 40 connects a PSTN eaii center 4i ,0 the — 22. 

^ agen, systems together can provide a muitimedia caU center for handbng 
m u lti media teiephone calls from mummedia-capable caller systems )4 (e,„ a kiosk, The can 

P . t „,!», svstems 14) who are seeking data collaborate 
center can service callers (i.e., users of the caller systems 14) 

• „, of aaent svstems 1 8 responsible for handling 
15 or technical support. An agent group is a set of agent syst 

associated telephone call, A supervisor agent can manage an agen, group. 

In „ne embodiment, the caller system ,4 is a processor-based multimedia persona. 
computer(e.,,Pendumc to )bavingaconnection,omene,work22ortoanin«ane t in 

oommunlcation with the network 22. The persona) computer moludes a sound card, microphone 
20 15 OT te,ephone beadset, speakers W, and optionaUy a video capture card turd video camera 

„ one embodiment, software insmlled on me caller sysfem 14 enables the cafier system 

, u that daces H 323 compliant telephone calls. The 
14 to operate as an "Internet telephone that places^ 

W , nf niacins audio calls using the H.323 standard 
software includes an application program capable of placing a 

• ■„* the T 120 standard. In conjunction with the video camera 
and engaging data conferencmg using the T.120 stan 



25 



anu ciig,a fe r" & 

■a~ <w tn-face visual communication over tne 
16, the application program can also provide face-to face 
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network 22. Examples of commercially available application programs that provide such 
functionality include NetMeeting™ 2.1 manufactured by Microsoft Corporation of Redmond, 
Washington, and IBVC (Intel Business Video Conferencing), version 4.0, manufactured by Intel 
Corporation of Santa Clara, California. While one embodiment of the invention uses the 
standard H.323 to conduct Internet telephone calls, it is to be understood that the telephony 
system 10 of the invention can be based on other multimedia protocols. 

Components of the software produce a graphical user interface (GUI) through which a 
caller (i.e., a user of the caller system 14) can initiate multimedia telephone calls. Described in 
more detail below in connection with Fig. 15, other components of the software communicate 
with software on the server system 30 to achieve multimedia telephonic communication. 

The caller system 14 also includes a browser application program for viewing 
information downloaded from web servers over the network 22. The browser provides a 
graphical user interface for navigating the network 22 and accessing information therefrom by 
downloading HTML Web pages. The browser application program can be Internet Explorer™ 
version 3.02 or greater manufactured by Microsoft Corp. or Netscape Navigator™ manufactured 
by Netscape Communications Corporation of Mountain View, California. 

Each agent system 18 is a processor-based multimedia personal computer (e.g., Pentium 
class with MMX) or NT workstation. The agent system 1 8 includes memory, microphone 20 or 
telephone headset, a full 'duplex sound blaster compatible sound I/O interface, speakers 21, an 
interface to the LAN 26 (e.g., 10 or 10/100M bps Ethernet), and an optional video capture card 
and video camera 19. 

The agent system 18 includes installed software that runs on a Windows/95, 
Windows/98, or NT workstation platform. The agent software can place audio calls and engage 
in data conferencing and face-to-face visual communication with the caller system 14 using the 
H.323 and T.120 standards. Like the software installed on the caller system 14, the multimedia 
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aphonic functionality of.be agent software el be imp— using Microsoft Corporation's 

NetMeeting™ or Intel Corporation' s IBVC. 

The insralled agent software also includes an agen. application program, which produces 
a graphical user interface (GUI). The GUI has graphical burtons for manipulating calls, such as 
5 pacing a caH on hold, retrieving a call on hold, initiating a new call, toggling between an active 
calI and a eal. on hold, initiating a transfer to another agent, muting a call, and eo»ferencing-in a 
mird party. Agents (i.e., users of ,he agen, systems ,8) communicate with the server system 30 
tough the GUI to receive call-related information and issue commands to manipulate calls. 

ln one embodiment, communication among the caller system 14, agen, systems 18, and 
,0 server 30 over ,he network 22 use me TCP/IP promcol. Accordingly, each caller ,4, agen, 18, 
and server 30 system is configured with an IP address. 

The server system 30 is any NT server compliant computer system. In one embodiment, 
fre server sys,em 30 ine.udes a processor (e.g., Pentium ,1), memory, disk drive, CDROM, and 
an interface ,0 «he LAN 26 (e.g., 10 or 10/100M bps Emerne,). A modem can provide remote 
15 ^ess ,0 tire server 30. The server system 30 also includes software ,ha, runs on an NT server 
p,atform. A networking componen, of the server 30 supports TCP/IP communication. 

According ,o tire principles of tire invention, software 46 in*a.led on tire server system 
30 performs telephony functions ma, enable multimedia communication between callers (e.g., 
user s of the caller system 14, the standard relephone 39, and the PSTN cal, center 41) and agenr 
„ systems 18. As described further below, such ,e,ephony functions include automatic call 

distribution and call control operations. 

In one embodiment, tire software 46 is developed using an object-oriented language (e.g., 
C++ ) Objects created and used during execution of tire software 46 include devices, 
connections, and calls. Calls are objects tira, provide connectivity between endpoinrs. Each call 
25 has a unique call identifier tira, is used by tine software 46 ,o reference tira, call. 
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Each call also has a call context, which is information that the server system 30 uses to 
manipulate (e.g., route) that call. For example, the call context can include the IP address of the 
caller system 14 and a destination call type. For example, call types can be multimedia 
telephony, VoIP, PSTN, Chat, or Email. In one embodiment, the call context includes other 
5 types of information represented by a <TAG><V ALUE> format. The TAG indicates the type of 
information contained in the call context and the VALUE represents that information. Such 
tagged values can be created by a Web administrator and placed into Web Pages and into ACD 
Routing Tables described in connection with Fig. 15. The tagged values can include user 
information supplied through a Web page (e.g., a PIN) and information coded into a Web page 
10 by the Web administrator. 

Connections represent the relationship between calls and devices. Each connection has a 
unique connection identifier that includes the call identifier and a device identifier of the device 
associated with that connection. 

A connection can be in one of many states, including active, alerting, connecting, held, 
15 initiated, queued, and silent. An active connection to a device indicates that the device is 

actively exchanging protocol and data packets with the server system 30. The connection can 
also be logical, that is, the connection is active although the device and server 30 are currently 
not exchanging protocol and data packets. 

In the alerting state, a connection is trying to contact a device. The connection is in the 
20 connecting state when the associated device is an active call participant (i.e., transmitting 

multimedia protocol and data packets). In the held state, the device is connected to the server 30 
but not active. A connection that is trying to contact the caller is in the initiated state. In the 
queued state, the connection is queued awaiting service. In the silent state, the connection is 
monitoring a call but not actively participating. 
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Devices are object, tha, can es»b.ish a connection to the cal. 44. Each device has a 
^ue device identifier. For example, a device identifier can be assigned when agent and agen, 
groups are configured. Such devices are within Ore switching dotnain. The device identifier aiso 
can be an .P address of a device no, in fire switching domain, an alias natne such as an e-matl 
^dress or an E.164 address, which is a teiephone number of a device behind ,he gateway 36. 

Fig 2A shows a b.ocic diagram of a two-party conference 44 between endpoints 43 and 
43- As used hereafter, an endpoin, is a party to a call, a call is an endpoint-to-server system 30 
connection, and a conference is an endpoint-to-e„d P oint connection through the server system 
30. Each endpoint 43, 43' has a connection 45, 45', respectively, in a two-party conference 44. 
Fig 2B shows a block diagram of a three-way conference 44- in which endpoin. 43, 43% 43" 
participating in Ore conference call 44' baa a connection 45, «•. and 45", respectively, in the 
conference 44' . 

The firewall system 34 can be any computing device tha. controls access to other 
portions of the ne- (e.g., server 30). The firewall 34 can support a variety of operating 

, u„ K ,nnWS 95 WINDOWS 98. WINDOWS NT 3.51, 
system platforms, such as, for example, WINDOWS 95, W1NUU 

j t t • tv,» orvpr 10 nrovides a firewall function for 
and WINDOWS NT 4.0, Java, and Unix. The server 3U provia 

muMmedia telephony by allowing only H.323 and T,20 caUs ,o pass to the agent system . S, the 
firewall 34 provides for other protocol security. Security is fitrthered by the server 30 conccahng 
the IP address of tire agen. system 18 from me network 22 as described below. 

During operation, one embodimen. of me telephony system 10 opera.es according to a 
half-can model, ma, is, a can is established between each party and the server system 30, and 

, ™ tinks tire calls .0 produce a multimedia telephonic conference between 
then the server system 30 links ute cans to prou 

the parties. 

The caller can initiate the multimedia conference through the Internet telephone or 
25 through me PSTN .elephone 39 connected to me gateway 36. The caller can invoke me Interne. 
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telephone application directly or from the web browser. The web browser causes a CGI script to 
start the process of initiating a telephone call from the caller system 14 to the server system 30. 

To establish the connection, the caller system 14 (or gateway 36) exchanges protocol 
packets with the server system 30. The firewall 34 can filter out packets that do not use the " 
appropriate protocols. From packets that pass through the firewall 34, the server system 30 
detects the call and stores the call for subsequent routing. 

Incoming calls are routed to the first available agent within an agent group based upon 
call context information associated with the call. If there is no call context in the call, the call is 
sent to a default agent group. An incoming call is connected to an agent who has been available 
the longest. If no agent is available, the incoming call can wait in a queue to be routed to the 
first agent that becomes free. If more than one call is in the queue waiting to be routed, the call 
that has waited the longest is routed first. In one embodiment, the server system 30 plays media 
to the caller system 14 while the caller awaits a connection to an available agent. 

Through the graphical user interface, an agent can notify the server system 30 that the 
agent is available to receive a call. In reply, the server system 30 places a call out to the agent 
system that is available to service the call and then places that agent system in conference with 
the caller. 

The server system 30 then routes the packets pertaining to the call to the agent system 18 
where the packets are converted to data, audio, or video output according to the type of packets. 
Thus, in the course of a single telephonic connection, data, video, and audio communications are 
exchanged between the caller system 14 and the agent system 18 over the packet-based network 
22. When connected, the caller sees the agent, the name of the server system 30, the agent group 
to which the caller is connected, and any call context data supplied in the call. 
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In addition «o wishing a connection with the caUcr system .4, the agent system .8 
thr „ugh the agen, GU. can instruct the server system 30 to perform other operations with the 
call. Such operations include: 

(1) placing the caller on hold; 

(2) retrieving the caller from hold; 

(3) transferring the caller from one agent to another; 

(4) establishing a conference between the caller and two or more agents; 

(5) muting one of the parties in a conference; 

(6) silently monitoring the conference; and 

(7) barging in on the conference. 
On Hold 

An agent in conference with a caller can place the caller on ho.d, make a second 

for instructing the server system 30 to remove the agen, from the conference with the 
caller This disconnects the connection between the agent system 1 8 and the server 
system 30, hu, the caller remains connected to the server system 30. In one embodiment, 
the caller may be sent audio and video media while on hold. In another embodiment, 
th , vi d,. and «he audi, are frozen for the ca.ie, The server system 30 continues to 
associate the cailer with the agen, so that me agen, can renieve the caHer late, The agent 
20 can toggle between an active call and a call on hold. 



15 



Retrieve 



The agen, can reuieve a call tha, is on-hold by highlighting me call on-hold and 
pressing the Remove button on the agen, GUI. This converts the connection to the caller 
that is on-hold into an active connection. 
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Transfer 

The agent can transfer the caller to another agent within the call center. The agent 
GUI has a button for transferring the call. The connection of the caller can be active or 
on hold when the server system 30 transfers the call to the second agent. A transfer 
causes the server system 30 to disconnect the connection of the agent, place a new call to 
the second agent, and then link the new call into a conference with the caller who 
remained connected to the server system 30. 
Three-way Conferencing 

A first agent engaged in a call with the caller can add a second agent to the call. 
The first agent places the caller on hold, calls the second agent, and presses a Conference 
button on the agent GUI. This causes the server system 30 to disconnect both agent calls 
and then reconnect the agents into the same conference with the caller on hold. 

The first agent can select the second agent from a list of available agents, using a 
mouse or other input device to highlight and launch the desired connection. The server 
system 30 receives the selection indicated by the first agent and performs the operations 
needed to accomplish the request. 
Muting 

During a three-party conference between the caller and two agents, one agent 
system can block audio transmissions to the caller system 1 4 by pressing the mute button 
on the agent GUI. Consequently, the agent systems can confer without their audio 
transmissions passing to the caller. 
Silent Monitoring 

An agent system 1 8 can listen to an existing two-party conference between a first 
agent system and the caller system 14 without any media transmissions from the agent 
system 1 8 passing to the first agent system or caller system 14. 
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Barging In 

An agent system that is silently monitoring a two-party conference can join the 
conference by pressing the barge-in button on the agent GUI. 

Server System Software (46) 

Fig. 3 shows components of the software 46 installed on the server system 30 according 
to the principles of the invention. The components of software 46 include a call processing (CP) 
subsystem 50, a telephony application subsystem 54, and a CTI subsystem 58. The CP 
subsystem 50 is in communication with the caller 14 and agent 1 8 systems through the standard 
Internet protocols (e.g., H.323, T.120). The CP subsystem 50 enforces predetermined telephony 
rules to provide connectivity between caller systems 14 and agent systems 18 and to control 
telephone conferences conducted through the server system 30. 

The telephony application subsystem 54 is in communication with the CP and CTI 
subsystems 50, 58 and with the users of the caller and agent systems 18. Although shown to 
reside on the server system 30, some of the software components of the telephony application 
subsystem 54 can reside on the caller and agent systems 14, 1 8 (see Fig. 15). 

The application subsystem 54 controls the operation of the CP subsystem 50 to 
implement one of a variety of telephony applications 56. Examples of telephony applications 
include an ACD (Automatic Call Distributor), an IVR (Interactive Voice Response), a PBX 
(Private Branch Exchange), a CO (Central Office), and an ESP (Enhanced Service Platform). 

The CTI subsystem 58 is in communication with the CTI server 40. Through the CTI 
subsystem 58, the CTI server 40 can monitor and control the functionality of the telephony 
application subsystem 54. As described in more detail in connection with Fig. 16, the CTI 
subsystem 58 can provide connectivity to various CTI server implementations. 

In general, the telephony application subsystem 54 operates together with the CP 
subsystem 50 to provide a telephony application 56. In one embodiment, the telephony 



ro 0041382A1 L> 



WO 00/41382 PCT/US99/30914 

mis- 
application 56 is an Automatic Call Distributor 56 5 and the telephony application subsystem is 

referred to as an ACD subsystem 54. The ACD subsystem 54 controls the CP subsystem 50 to 

produce automatic call distribution functionality. The CP subsystem 50 detects an incoming 

telephone call, establishes a connection with the caller system 14, and reports the call to the 

5 ACD subsystem 54. The ACD subsystem 54 directs the CP subsystem 50 to route incoming and 
outgoing multimedia calls between agent systems 1 8 and caller systems 14. 

To perform the routing, the ACD subsystem 54 references routing tables to map 
connections between agent and caller systems. The routing determination can be made with 
assistance from the CTI server 40 through a route request through the CTI subsystem 58. The 

10 ACD subsystem 54 then issues a request to the CP subsystem 50 to establish a connection with 
the available agent system 18. 

Events generated while establishing the connection can be transmitted to the CTI server 
40 through the CTI subsystem 58. Once connected, the available agent system 18 can perform 
call control to manipulate the established connection through the ACD subsystem 54. In 

15 response to commands provided by the agent system 1 8, the ACD subsystem 54 directs the CP 
subsystem 50 to implement the specified connection manipulation. The CP subsystem 50 
generates events to notify the ACD 54 and CTI 58 subsystems of the results. When the caller or 
agent ends the telephone call by hanging up, the CP subsystem 50 produces a series of events 
that signals the ACD 54 and CTI 58 subsystems to terminate the call. The CP subsystem 50 

20 tracks the state of each connection and cleans up connections when disconnected. 
CALL PROCESSING SUBSYSTEM (50) 

Fig. 4 shows software components of an exemplary embodiment of the CP subsystem 50, 
also referred to as the H.323 switch 50, including a Call Manager 60, a switching component 64, 
a Call Control 68, a protocol stack 72, a H.245 WS component 76, a Winsock 80, a Device 

25 Manager 82, and a media player 86. 
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• otinn with the ACD 54 and CTI 58 subsystems to 
Tl« CaU Manager 60 is in communication with the A 
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provide an application interface 62 that implements the ACD functionality, 
provide an app trans lating requests received from 

60 is also in communication with the switching component 64, translating 

„ „ 58 through the application interface 62 into requests to the 
the ACD and CTI subsystems 54 and 58 through tn PP 

■i .freauests provided by the Call Manager application 
s switching component 64. Examples of requests prov 

, t . ACT) and CTI subsystems 54 and 58 are as follows, 
interface 62 for use by the ACD and C 1 1 su y 

between two conferences logically 
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A "Clear Connection" request disconnects a connection between the H.323 switch 50 and 
an endpoint. The disconnected endpoint can be engaged in a conference with one or more other 
endpoints. This request can implicitly terminate a call when there remains only one other 
connected endpoint after the disconnection. 

A "Conference Call" request adds a connection to an existing conference between two or 
more endpoints. 

A "Deliver" request informs the Call Manager 60 that a logical connection is established 
between a call ad an agent or agent group. For agent groups, the Call Manager 60 creates a new 
connection in the alerting state. For agents, the Call Manager 60 attempts to establish a 
connection with an agent endpoint. 

A "Divert Call" request connects a device to a call, aborting the queued connection for 
the call and establishing a new connection. This can occur upon finding an available agent for a 
queued connection or upon requiring a new group. 

A "Hold Call" request disconnects an agent system 1 8 in conference with the caller 
system 14 from the H.323 switch 50 but maintains a logical connection to the call of the caller 
14. The connection between the caller 14 and the H.323 switch 50 enters a hold state. This 
enables the agent to use the agent system 1 8 without disconnecting the caller. 

A "Retrieve Call" request converts a connection to an endpoint that is on-hold to an 
active connection to reestablish a conference with that endpoint. 

A "Make Predictive Call" request creates a new call between two endpoints. The 
endpoints can be local, remote, or through the gateway 36. 

A "Set Hold Media" request specifies media files to be played to an endpoint over a 
connection that is in the hold state. The request can support attributes that indicate how the 
media should be played. 
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The Call Manager application interface 62 also provides functions for use by the Call 
Manager 60 to send events to the ACD and CTI subsystems 54, 58. Some of these events are 
responses to certain requests received from the ACD or CTI subsystems 54, 58. For example, 
the Call Manager 60 issues a "Hold init" event to respond to a corresponding "Hold Call" 
5 request from the ACD subsystem 54 to indicate that the request is valid and being processed. 

Other events issued by the Call Manager 60 serve to notify the ACD and CTI subsystems 
54, 58 that processing of a particular request has completed. For example, the Call Manager 60 
issues a "Held" event corresponding to a "Hold Call" request from the ACD subsystem 54 to 
indicate that the connection specified in the request has been successfully placed on-hold. 
10 Referring back to Fig. 4, the Call Manager 60 is also in communication with the Device 

Manager 82 to obtain IP addresses and telephone numbers corresponding to device identifiers. 
In general, the Call Manager 60 requests resolution of an device identifier into an transport 
address (e.g., IP address or telephone number), and the Device Manager 82 replies with an event 
specifying the transport address. 
15 The switching component 64 is in communication with the Call Manager 60 and the Call 

Control 68. The switching component 64 receives events from the Call Control 68 and forwards 
the events to the Call Manager 60, and receives commands from the Call Manager 60 and 
forwards such commands to the Call Control 68. The switching component 64 includes a switch 
interface 66 that provides functions by which the switching component 64 sends events to and 
20 receives commands from the Call Manager 60. Commands include: 

a "Place Call" command to instruct the switching component 64 establish a connection to 
the specified endpoint; 

an "Accept Call" command to instruct the switching component 64 to answer a call in 
response to an Incoming Call event (described below); 
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command to instruct the switching component 64 to transmit media 
generated by an endpoint that was previously connected to a conference for silent monitoring of 



a "Barge m 



that conference; 

a "Reject Caff' eommand to disconnect a connection in response to an Incoming Call 

5 event; 

a "Release Call" command to disconnect an established connection; 

a "Conference Mote" command to instruct the shotting component 64 to toggle between 
preventing and aUowing audio to be transmitted to the specified connection during a specified 
conference call; 

a "Connect Media" command to send pre-recorded audio and video media to a specified 
connection; and 

a "Disconnect Media" command ,o disassociate me media player 86 from a specified 
connection. 

Switching component 64 generated events include: 

• a- o + » thfa Tall Manager 60 when an incoming call is 
15 an "Incoming Call" event to indicate to the Call Manager 

received by the switching component 64; 

• a- otp t« the Call Manager 60 that a party to an end-to-end 
a "Call Cleared" event to indicate to the L.aii ivianagci 

conference has hung up; 

■Barge in" event to indicate to the CaU Manager 60 ma, a connection that was silently 

2o storing a conference has successfully joined the conference to produce a three-way 
conference; 

• ,vot. the Call Manager 60 failure to establish a connection 
a "Call Failed" event to indicate to the can iviandgci 

to an endpoint; 

j* r%+£* * n tv»» Pall Manaeer 60 completion of the 
a "Conference Mute" event to indicate to the Call Manage 

25 conference mute request; 
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a "Connect Media" command to send pre-recorded audio and video media to a specified 
connection; and 

a "Media Completed" event to indicate to the Call Manager 60 that the media player 86 
has completed playing the media specified in a previous Connect Media command. 
PARTY HANGS UP 

Fig. 7 shows an exemplary process by which the H.323 switch 50 clears a connection 
when a party to a conference hangs up. The switching component 64 sends (step 120) a Call 
Cleared event to the Call Manager 60. The Call Manager 60 responds by sending (step 124) a 
Connection Cleared event to the application interface 62. If the conference is a two-party call, 
the Call Manager 60 returns (step 128) a Release Call command to the switching component 64 
to release the other connection. The switching component 64 responds to the Release Call 
command by sending (step 130) a Call Cleared event to the Call Manager 60 upon disconnecting 
the other connection. The Call Manager 60 then issues (steps 132 and 134) to the application 
interface 62 a second Connection Cleared event followed by a Call Cleared event. 
AGENT HANG UP 

Fig. 8 is a flow diagram of a process by which the H.323 switch 50 clears a connection 
when the agent system ends a two-party conference. The application interface 62 sends (step 
136) a Clear Connection event to the Call Manager 60. In response, the Call Manager 60 issues 
(step 138) a Release Call command to the switching component 64 and returns (step 137) a Clear 
Connection Init event to the application interface 62. The switch 50 replies (step 140) to the 
Release Call command by returning a Call Cleared event to the Call Manager 60 upon 
disconnecting one of the endpoints in the conference. The Call Manager 60 then issues (step 
142) a second Release Call command to the switching component 64 corresponding to the other 
of the endpoints in the conference. The Call Manager 60 also reports (step 141) the 
disconnection to the application interface. The switching component 64 replies (step 144) with a 



0041382A1 L> 



WO 00/41382 PCT/US99/30914 

-22- 

Call Cleared event when the other endpoint is disconnected. The Call Manager 60 then sends 
(steps 146 and 148) the application interface 62 another Connection Cleared event followed by a 
Call Cleared event. 
ESTABLISH INCOMING CALL 
5 Fig. 9 shows an exemplary process by which the H.3 23 switch 50 accepts an incoming 

call to establish a connection between the caller 14 and the switch 50. The switching component 
64 sends (step 1 50) an Incoming Call event to the Call Manager 60 upon detecting an incoming 
call. Upon validating the incoming call, the Call Manager 60 replies (step 152) with an Accept 
Call command. The switching component 64 establishes the connection with the caller and 
10 reports (step 154) the event to the Call Manager 60. The Call Manager 60 then reports (step 156) 
the established connection by directing an Incoming Connection event to the application 
interface 62. The switching component 64 then holds the call until the ACD subsystem 54 
instructs the switching component 64 to route the call to the available agent system. 
PLACING A CONNECTION ON-HOLD 
15 Fig. 10 shows an exemplary process by which the H.323 switch 50 places a connection 

on-hold. The Call Manager 60 receives (step 160) a Hold Call command from the application 
interface 62. The Call Manager 60 replies (step 162) to the Hold Call command with a Hold Init 
event and by sending (step 164) a Release Call command to the switching component 64. Upon 
disconnecting the connection specified in the Release Call, the switching component 64 sends 
20 (step 1 66) a Call Cleared event to the Call Manager 60, which the Call Manager 60 reports by 
sending (step 168) a Held event to the application interface 62. The Call Manager 60 can then 
issue a Connect Media command to the switching component 64 if the held connection is one 
party of a two-party conference and media was specified for held connections. 
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RETREIVING A CALL ON HOLD 

Fig. 1 1 shows an exemplary process by which the H.323 switch 50 retrieves a connection 
that has been previously placed on-hold. The Call Manager 60 receives (step 170) a Retrieve 
Call command from the application interface 62. In reply to the Retrieve Call command, the* 
5 Call Manager 60 sends (step 1 72) a Retrieve Init event to the application interface 62 and sends a 
Place Call command to the switching component 64. The Place Call command specifies the 
connection to reconnect to the connection placed on hold. Upon establishing the specified 
connection, the switching component 64 sends (step 178) a Retrieved Event to the Call Manager 
60. 

10 Figs. 12A, 12B, and 12C show an exemplary process by which the H.323 switch 50 

establishes a three-party conference call. Initially one endpoint Dl is engaged in two different 
calls CI, C2 with two different endpoints D2 and D3, respectively. The Call Manager 60 
receives (step 180) a conference command from the application interface 62. The Call Manager 
60 replies (step 1 82) to the Conference command with a Conference Init event to the application 

15 interface 62. To establish the conference call, the process selects one of the existing calls to 

retain continuously throughout the conferencing process and to build the conference call around 
that call. The selected call can be active or logical. In this example, the selected call is CI . 

If a silent monitor connection is present, the Call Manager 60 issues (step 1 84) a Release 
Call command to the switching component 64. The Release Call command specifies the silent 

20 monitor connection. Upon releasing the specified connection, the switching component 64 sends 
(step 186) a Call Cleared event to the Call Manager 60, and the Call Manager 60 sends (step 
188) a Called Cleared event to the application interface 62. 

Performing a clear connection process, described above, disconnects (steps 1 90) both 
endpoints Dl, D3 to the other of the two calls (i.e., C2). Consequently, one call CI remains 

25 between the two endpoints Dl and D2, and the third endpoint D3 is disconnected. If one of 
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these two remaining endpoints Dl, D2 has a connection that is on-hold, the Call Manager 60 and 
switching component 64 retrieve (steps 196, 197, and 198) the connection as described above in 
Fig. 11. The Call Manager 60 then sends (step 200) a Place Call command to the switching 
component 64 to establish a connection with the third endpoint D3. The switching component 
5 64 responds (step 202) with a Call Established event upon establishing the connection with the 
third endpoint D3 . In steps 204, 206, and 208, the Call Manager 60 notifies the application 
interface 62 that the call to the third endpoint is delivered, established, and placed in conference, 

respectively. 
CALL CONTROL 

10 Referring back to Fig. 4, the call control component 68 is in communication with the 

itching component 64 and with the protocol stack 72. The Call Control 68 interfaces with the 



swi 



15 



switching component 64 using the same command and event messages as those exchanged 
between the switching component 64 and the Call Manager 60. The operations performed by the 
Call Control 68 provide PSTN-like and PBX-like functionality for conducting multimedia 
Internet telephone conferences. In response to commands received from the switching 
component 64, the Call Control 68 performs the hold, retrieve, transfer, conferencing, muting, 
silent monitoring, and barging-in operations described above. The Call Control 68 also issues 
event messages through the switch interface 66 to inform the Call Manager 60 of the current 
state of connections and the status of command processing. 
20 The Call Control 68 also provides call setup and control for conferences with one or more 

endpoints. In general, the Call Control 68 receives incoming calls, notifies the Call Manager 60 
of such event, and under the direction of the ACD subsystem 54, accepts the call, and places 
calls to other endpoints. The Call Control 68 coordinates activities among the H.245, Q.93 1 , 
T. 1 20, Media Stream Router, and Media Player components to perform the processing required 
25 by the call. 
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Protocol stack 72 includes an H.225 component 92, a Q.931 component 94, an H.245 
component 96, a T.120 component 98, and a media stream router 100. TheQ.931 component 
94, the H245 component 96, and the T.120 component 98 are collectively referred to as a H.323 
stack. 

The H.225 component 92 is an implementation of the standard H.225 protocol for 
communication between the Device Manager 82 artd the Winsock stack 80. The H.225 protocol 



provides for H.323 call setup. 

The Q.93 1 component 94 is the protocol for the H.225 and provides the interface for 
performing the call setup of the H.323 calls. Q.93 1 is ISDN's (Integrated Services Digital 
10 Network) connection control protocol. In general, Q.93 1 manages connection setup and 

breakdown. The Q.931 component 94 listens for incoming calls on the Q.931 well-known TSAP 
address and notifies Call Control 68 of incoming call events. Here, the Q.931 component 94 is 
compliant with H.323 Version 2 protocols. The Q.93 1 component 94 also delivers to the Call 
Control 68 the remote extension address, destination address information, or source IP address 

15 on call setup. 

Other functions of the Q.93 1 component include initiating a call disconnect, determining 
when an endpoint disconnects a call, negotiating with a remote H.323 endpoint regarding an 
1 H.245 channel over which the H.323 call control protocol is exchanged, and holding incoming 

n calls using a call proceeding message. 

*■ 2 o The H.245 component 96 is a full implementation of the standard H.245 protocol for 

H.323, Version 2.0. The H323 standard, Version 2.0, is described in "A Primer on the H.323 
Series Standard," by DataBeam, and is incorporated by reference herein. The H.245 standard is 
* described in the ITU-Recommendation H.245, Revision 2 (June 4, 1996), "Control Protocol for 

E Multimedia Communication" also incorporated by reference herein. 



QMcnrrjn- <wn 0O41382A1 J_> 



PCTAJS99/30914 

WO 00/41382 

To aUow for the hold, retrieve, transfer', conference, muting, — , and bargin g in 
tonality, tire H.245 component 96 provide* « H.323 endpoint fenctionaUty. The H.245 
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The media stream router (MSR) .00 is in communication with me Ca» Contro. 68, 

connections within a conference. The MSR .00 includes an mterface for use by the 
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The MSR .00 performs any reared manipulation of the media streams. For audto 
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conference, the MSR 100 adjusts so that the remaining two endpoints hear each other. The MSR 
1 00 mixes RTP (Real-Time Transport Protocol) and RTCP (RTP control protocol) information 
when processing audio streams. RTP is an Internet-standard protocol for transport of real-time 
audio and video. RTCP is RTP with a control component. 

5 For video streams, the Call Control 68 determines which video is seen by each endpoint 

in a conference and the MSR 100 delivers the video according to this determination. 

The H.245 WS Component 76 is an interface for receiving and transmitting protocol 
messages between the Q.931 and H.245 components and the Winsock API 80. The component 
76 detects incoming connections and termination of connections. The Winsock API 80 provides 

10 the TCP/IP connectivity needed to exchange Q.931 and H.245 call control protocols. 

The media player component 86 is in communication with the MSR 100 for transmitting 
audio and video media to an endpoint that is on-hold or waiting for a connection to one of the 
agent systems 1 8. The media player 86 assures synchronization of the audio and video streams 
and that the audio and video are of the appropriate type for the logical channels that are open to 

15 the endpoint receiving the media (e.g., G.723, G.71 1 , etc.). Calls can be added or removed while 
media is playing. 

The Device Manager 82 shown in Fig. 4 is in communication with the Call Manager 60 
and the H.225 stack component 92 and includes two modes of operation. One mode of operation 
of the Device Manager 82 is to operate as a full H.323 Gatekeeper entity. In this mode, the 
20 Device Manager supports all H.323 Version 2.0 Gatekeeper functionality and messaging, 

including endpoint registration and bandwidth management. Another mode of operation is as an 
H.323 endpoint that registers with an external (to the ACD 56) h.323 gatekeeper. In this mode, 
the Device Manager supports messaging to the external gatekeeper, including registration and 
Admission requests. In one embodiment, the Device Manager 82 operates in both modes, 
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managing registered endpoints as an H.323 Gatekeeper, and allowing an external gatekeeper to 
control call with unregistered endpoints. 

The Device Manager 82 provides address resolution for device identifiers and user 
aliases for all devices known to the ACD 56. A Register Device request informs the Device 
Manager 82 of a new entry to track for address resolution. Typically, registration occurs when a 
device logs in or during system initialization. A Resolve Address request obtains the device 
• address information previously registered. The information is returned via the Address Response 

event sent to the specified interface. 

Fig. 1 3 shows in more detail an exemplary process by which the H.323 switch 50 
0 establishes a call between the caller system 14 and the H.323 switch 50. In step 250, the caller 
system 14 sends an H.225 Setup message to the H.323 switch 50. The Call Control 68 of the 
H.323 switch 50 (in the CP subsystem 50) uses the Q.931 component 94 to listen on the H.225 
well-known TSAP. When the switch 50 receives the Setup message, the Call Control 68 directs 
the Q.93 1 component 94 to respond (step 252) with a H.225 Call Proceeding message. This 
1 5 turns off a timer, giving the Call Control 68 sufficient time to notify that the ACD subsystem 54 
that an incoming call is waiting for acceptance or rejection. Consequently, the Call Control 68 
can receive incoming calls without answering until directed by the ACD subsystem 54. In step 
254, the switch 50 sends an Incoming Call event to the ACD subsystem 54. 

Upon delivering the incoming call to the ACD subsystem 54, the Call Control 68 also 
20 provides information related to incoming call. For example, this information can be the source 
IP Address, a remote extension address, destination information, and call context. The Q.93 1 
component 94 obtains this information upon receiving the H.225 Setup message and forwards 
the information to the Call Control 68 

If so directed by the ACD subsystem 54, the Call Control 68 can reject the incoming call. 
25 With the incoming call in the Call Proceeding state, the Call Control 68 directs the Q.93 1 
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component 94 to release the call. The Q.931 component 94 returns a H.225 Release Complete 
message to the caller system 14 to terminate the H.225 protocol exchange and the incoming call. 

Alternatively, the ACD subsystem 54 can direct (step 256) the switch 50 to accept the 
incoming call. Consequently, the Call Control 68 completes the Q.931 messaging by 
transmitting (step 258) an H.225 Connect message to the caller system 14. Accordingly, the 
Q.931 component 94 connects the incoming call to the Call Control 68. The Call Control 68 
then initializes the T.120 layer and the H.245 layer with system-defined capabilities. In one 
embodiment, such system-defined capabilities are the intersection of capabilities supported by all 
agent systems 18. 

The H.245 component 96 then performs (steps 256 and 260) an exchange of media 
capabilities, master/slave negotiation, and logical channel signaling for incoming media streams 
with the caller system 14. During the capabilities exchange, the switch 50 determines a set of 
media capabilities that can be used by the caller system 14 during the call. Upon successful 
exchange and negotiation, the switch 50 transmits (step 262) a Call Established event to the Call 
Manager 60. 

In step 264, the switching component 64 transmits a H.245 data Open Logical Channel 
(OLC) message to the caller system 14. The caller system 14 sends (steps 266 and 268) H.245 
audio and video Open Logical Channel messages to the switch 50. The switch 50 acknowledges 
(steps 267 and 269) the OLC messages and stores the OLC information. 

During this process, information about the remote endpoint (i.e., the caller system 14), 
including the media information and capabilities, is stored for use when establishing any future 
calls placed in the conference. The switch 50 receives and confirms (steps 270 and 272) a data 
OLC from the caller system 14. In step 274, the switch 50 sends a T.120 invite message to the 
caller system 14. Subsequently, the switch 50 receives (Steps 276, 278, and 280) additional 
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compares the capabilities of the agent system 1 8 with the capabilities determined from a similar 
exchange with the caller system 14 to determine whether there are incompatibilities. If so, the 
switching component 64 can terminate the call. Upon successful exchange and negotiation, the 
switching component 64 transmits (step 3 12) a Call Established event to the Call Manager 60 for 
5 delivery to the ACD subsystem 54. 

The Call Control 68 notifies the MSR 100 and the T.120 component 98 about the new 
media requirements within the conference, including support for silent monitoring of other calls 
in the conference. Notification passes to the Call Manager 60 after the call is either established 
with the agent system 1 8 or fails to connect. 
10 In steps 314 and 316, the switch 50 sends H.245 messages to the caller system 14 to close 

all media Logical Channels opened previously with the caller system 14. 

In steps 318, 320, and 322, the switch 50 transmits a H.245 Open Logical Channel (OLC) 
message to the agent system 18 for each open channel from the caller, along with a T.120 
channel. The switch 50 receives (Steps 326, 328, and 330) an acknowledgment from the agent 
15 system 18 for each Open Logical Channel and updates the MSR 100 accordingly. The switch 50 
confirms (step 332) a data OLC from the agent system 18. 

In steps 334 and 336, the switch 50 receives H.245 audio and video Open Logical 
Channel messages from the agent system 1 8, which the switch 50 forwards (steps 338 and 340, 
respectively) to the caller system 14. The caller system 14 replies (steps 342 and 344) to the 
20 switch 50 with corresponding H.245 Logical Channel acknowledgments, which the switch 50 
forwards (step 346 and 348, respectively) to the agent system 18 and updates the MSR 100. In 
step 350, the switch 50 sends a T.120 Conference Invite message to the agent system 18. 

Subsequently, the switch 50 transmits to the agent system 18 (steps 352, 354, and 356) 
those additional H.245 protocol messages received from the caller system 14 for controlling the 
25 subsequent transmission of packets corresponding to the multimedia call. 
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DISCONNECTION 

When the ACD subsystem 54 requests that a call within a conference be disconnected, 
the Call Control 68 notifies the H.245 component 96 to signal the remote endpoint that the call is 
terminated and the Q.931, MSR, and T.120 components to close the media channels. The Call 
Control 68 notifies the Call Manager 60 after the call is terminated. If after the call is 
disconnected another call remains in the conference, the Call Control 68 freezes the video sent to 
that endpoint and may exchange capabilities with that endpoint to indicate that there are no 
receive capabilities. 

The Call Control 68 uses both the Q.931 and H.245 components to detect when a remote 
endpoint disconnects and cleans up the disconnected call without adversely affecting any other 
calls in the conference. Again, if one call remains in the conference, the Call Control 68 freezes 
the video sent to that endpoint and exchanges capabilities with that endpoint to indicate that there 
are no receive capabilities. The Call Manager 60 is notified after the call is disconnected. 

When the ACD subsystem 54 requests that a third call be placed into an existing 
conference, the Call Control 68 uses the Q.931 component 94 to set up the third call and the 
H.245 component 96 to establish the call control channel. New logical channels are opened with 
the new endpoint associated with the third call. The Call Control 68 uses the MSR 1 00 to 
perform the three-way multi-point functionality and notifies the Call Manager 60 after the third 
call is connected to the existing conference. 

For video streams, the Call Control 68 specifies to the MSR 1 00 the video stream that 
each endpoint in a multi-point conference receives. In one embodiment corresponding to typical 
ACD functionality, the caller sees an assigned agent, and the assigned agent and supervisor agent 
both see the caller. In one embodiment, the Call Control 68 assumes that the oldest call in the 
conference is the caller, the next oldest is the assigned agent, and the most recent is the 
supervisor. 
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When the ACD Subsystem 54 requests that the audio of a specified call not be heard by 
all other calls in a conference, the Call Control 68 blocks all conference audio from being heard 
by the specified call. The Call Control 68 uses the MSR 100 to perform this muting 
functionality. 

5 The Call Control 68 operates as a T.120 Node Controller to provide T.120 data sharing 

within the context of H.323 multi-point conferences. The T.120 component 98 is a complete 
T.120 stack, thus providing Call Control 68 with the ability to function as the Node Controller. 
As the Node Controller, the Call Control 68 becomes the top provider (i.e., controller of the 
routing of the T.120 data for the conference) so that all T.120 information goes through the 

10 H.323 switch 50. 

In one embodiment, the Call Control 68 instructs the Media Player 86 to send stored 
audio and video media to a specified call. This function involves setting up logical channels to 
the target endpoint to receive the media. The function also sets up the Media Player 86 to open 
each media file specified and to present the media to the target endpoint by sending packets as 

15 needed. 

The Call Control 68 also supports the selection of a source of video media for an 
endpoint. In a three-party conference, the Call Manager 60 can relay the request for one call to 
receive the video from a specified call. This allows an endpoint to switch between seeing one 
person or another as desired. 

20 AUTOMATIC CALL DISTRIBUTOR (ACD) 

FIG. 15 shows an exemplary embodiment of the ACD subsystem 54 having server 
software components 380 that reside on the server system 30 and client software components 
382 that reside on remote systems (i.e., caller and agent systems). The server components 380 
include an Agent Manager 384, a Call Context Mapper 386, a Customer Server component 388, 

25 an Administration Server component 390, and a Data Manager 391 . The client software 
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components 382 include a CGI program 392, Agent Application 394, an Administration 
Application 396, and a Caller Helper Application 398. The server components 380 communicate 
with the client components 382, The client components 382 provide the GUI to the users of the 
caller and agent systems 14, 18, taking requests from the users and responding with notices of 
ACD activity. 

CALL CONTEXT MAPPER 

The Call Context Mapper 386 is in communication with the Agent Manager 384 to 
determine the actions to perform on calls into the ACD 56 at the direction of Agent Manager 
384. The Call Context Mapper 386 includes a program interface 387 through which the Agent 
Manager 384 issues requests to control the operations performed by the Call Context Mapper 
386. In response to the requests received from the Agent Manager 384, the Call Context Mapper 
386 generates events indicating those actions to perform. The requests appear in Table 1 ; the 
events in Table 2. 



Table 1 — Call Context Mapper Requests 



Requests 


Description 


GenerateActions 


This request directs the Call Context Mapper 386 to traverse the tables 389 
and call the action event methods. The Call Context Mapper 386 validates 
the Call Context data before returning. A message id is returned from this 
request which correlates to the event actions that is generated. 


PauseActions 


This request pauses the Call Context Mapper 386 at a point in the mapping 
process. Takes the message id returned from the Generate Actions request 


ContinueActions 


This request continues the mapping process. 


StopActions 


This request terminates the mapping of Call Context data to actions. 



Table 2 - Call Context Mapper Events 



Requests v: 


Description 


CTIRouteRequest 


Asks the CTI server 40 for a device to which to route the call. A 
timeout parameter passed to the Agent Manager 384 indications 
how long to pause the Call Context Mapper 386. 


RouteToDevice 


Routes the Call to a device (agent or agent group) using a device 
ID parameter 


PlayMediaStream 


Plays a media stream specified by a file name parameter 


Display Text Message to Browser 


Sends a text message to a caller through the Caller Helper 
Application 398. The text message is passed as a parameter. 


Display URL to Browser 


Sends a URL to a caller through the Caller Helper application 390. 
The URL is passed to the action as a parameter 


Disconnect Caller 


Hangs up the caller and to cease routing 
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In one embodiment, the Call Context Mapper 386 has three levels of routing tables 389 
for mapping callers to agents: a Call Context Mapping table, a Time of Day Routing Table, and 
an ACD Routing Table. The Call Context Mapping Table maps each call type to a unique Time 
of Day Routing Table. Each Time of Day Routing Table has one entry pointing to the ACD 
Routing Table that is used when the call center is opened for the current time of day. 

Each agent group is associated with one ACD Routing Table that applies when the call 
center is opened. An administrator configures the contents of each ACD Routing Table for each 
agent group. Each ACD Routing Table includes a list of actions to perform for the call. Each 
action can have associated parameters that further control that action. Examples of actions 
include: 

• A CTIRouteRequest action for asking the CTI server 40 for a device to which to route the 
call. 

• A RouteToDevice action for routing the call to a device (agent or agent group). 

• Route to another ACD Routing Table to perform the actions in that routing table. 

• A PlayMediaStream action for playing a media stream specified by a file name parameter 

• A Display Text Message to Browser for sending a text message to a caller through the 
Caller Helper Application 398. 

• A Display URL to Browser for sending a URL to a caller through the Caller Helper 
application 390. 

• A Disconnect Caller action for hanging up the caller and to cease routing 

• If - test some condition and if true, perform some other action. This can be set to test the 
response code from a previous action (such as route to device) if appropriate, or to test a 
separate condition. 

• A Goto action for continuing traversal of the ACD Routing Table using another action. 
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. ADelayactionforpausingtraversaloftheACDRoutingTable. 

. An End action for ceasing traversal of the ACD Routing Table. 

In general, the routing tables 389 operate to place the call in a q ueue so that the 

the list of actions that can place the call into the appropriate q ueue. A RoutetoDevice actton 

u e An exemplary ACD Routing Table for each agent group is shown 
places the call into the queue. An exemplary a 

, ~ _ tnn tn uottom Each action may or may not be 
in Table 3. The ACD table is traversed from top to bottom, b 

executed depending upon the result of the action taken. 



Parameter 



A timeout parameter (it configured). — 
A device ID parameter- 
Label QueueFult 
TheEnd 



0 
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. the Agent Manager 384 includes interfaces for receiving requests from 
Manager 391. In general, the Agent JVianag 
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Table 4 - Agent Manager Requests 



Requests :: v . 


Description 


REQUESTS FROM AGENT APPLICATION 394: 


A crpnf R pp ic.fpr 


RpcriQfprc thp aopnt with thp f*5*II rpnt^r 

jLCIo L1IC dgwilL Willi 111C \~<XH \.GI1LG1 


A<*pntl Jnrpoi*itf*r 


I inrpcxictpr thp aopnt with thp pjill rpntpr 

\J i 1 1 Cji, 1 i LCI lllC agC-lll Willi LllC tClllvl 


A ffent Available 


^pt flopnt ^tatp tn Availahlp 


Apentl Jnavailahle 


^pt flopnt ctntp to I In siva 1 Isihlp 
Jtv agciu dLuic lu una vanauic 


fnnfi ourp\A/r°.nI In 

{J 1 1 * IgUI V» VV 1 OJJ w JJ 


9pt Wnn I In MnHp 


A cypnt"\A/r;iriT In 
/A gCI 1 L w 1 auu yJ 


^<*t cinpnt ctciff* trt \i/ ret r\ i m 
OCl aUjCllL bLalC IU WI ap up 


■rVgCI 1 LI 1 1E_,ALC1 Hal \w all 


lnuicaies indi ine ageni nas eniercu/exueu an exiemai iniemex 

IdCpilUllc wall 


\jci/\gcnivjruupi^isi 


vie! nsi oi agent groups mat me agent is a memoer 01. l^isi 
inciuucs inuiLdiiun 01 wnetner ine agent is loggcu in/out oi eacn 

crrr\t in 

group 


wnangCM.geniur uups 


ixequest to log in/oui oi agent groups 


GetDialList 


Get Agent Dial List 


DialAgent 


Dial out to the agent 


DialOutside Domain 


Dial outside of the switching domain 


GetCallTypes 


Get call type List 


TransferToCallType 


Transfer call to call type 


Hold 


Put call on hold 


Retrieve 


Retrieve call 






Toggle 


Toggle active and held call 


Transfer 


Transfer one call to another 


Conference 


Conference in the two calls 


Conference Mute 


Mute the conference call 


CallWaitingResponse 


Response to call waiting indication 


REQUESTS FROM CTI SUBSYSTEM 58: 


Query Device 


Query the agent state(s). Device ID can be one device id or an 
indication that ALL device ids should be queried 


Set Feature 


Set agent state. Agent State: Agent Logged On, Agent Logged 
Off, Agent Not Ready, Agent Ready, Agent Working After Call. 


REQUESTS FROM CUSTOMER SERVER 388: 


RouteOutgoingCall 


Find a route to an agent for an outgoing call request. This comes 
from the Customer Server component. Once a route is found, the 
call is placed out to the caller. 


GetQPosition 


Return the queue position for the customer call 
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Table 5 - Agent Manager Events 



Events 


Description 


AGENT STATUS: 


AgentRegister 


Agent registered with the call center 


AgentUnregister 


Agent unregistered with the call center 


AgentGroupStatus 


Notify the agent application 394 of agent group status 




changes for ail groups that the agent is logged into 


AGENT STATE CHANGES: 


AgentLogin 


Agent logged in to a specific agent group 


AgentLogout 


Agent logged out of a specific agent group 


AgentAvailable 


Agent state is Available 


AgentUnavaiiable 


Agent state is Unavailable 


AgentWrapUp 


Agent state is Wrap Up 


AGENT CALL CONTROL: 


ConnectionCIeared 


Connection cleared 


DialAgentComplete 


Dial agent request complete 


Incoming 


Incoming call 


IncomingComplete 


Incoming call established 


Holding 


Another agent is placing the call on hold 


HoldingCompiete 


Another agent has placed the call on hold 




• ; Description 


HoldComplete 


Hold request complete 


Retrieving 


Another agent is retrieving the call 


RetrievingComplete 


Another agent has retrieved the call 


RetrieveComplete 


Retrieve request complete 


Transferring 


Incoming transfer call 


TransferringComplete 


Incoming transfer call established 


TransferCompIete 


Transfer request complete 


ToggleComplete 


Toggle request complete 


Conferencing 


Incoming conference call 


Events 


Description 


ConferencingComplete 


Incoming conference call established 


ConferenceComplete 


Conference request complete 


TransferToCallTypeComplete 


Transfer to call type request complete 


DialCustomerComplete 


Dial to customer request complete 


CallWaiting 


Call waiting notification 


CaliWaitingComplete 


Call waiting is complete 


ConferenceMute 


Conference Muted/UnMuted 


CTI SUBSYSTEM 58 EVENTS: 


Agent State 


Agent state change event. Event types: Agent Logged On, 




Agent Logged Off, Agent Not Ready, Agent Ready, Agent 




Working After Call 


Query Device Return 


This event is in response to a query device request and 




returns a list of agent states: Agent Null, Agent Not Ready, 




Agent Ready, Agent Working After Call 


Set Feature Return 


This event is in response to the set feature request and returns 




the request status. When the feature is set, the appropriate 




event is also generated in addition to this event (such as 




Agent State). 



In general, the Agent Manager 384 provides call routing and agent and agent group 



management. Agents, either directly or through the CTI Service Manager (described in Fig 
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request login/logout, availability state changes, status information, and call control for calls 
associated with each agent. The Agent Manager 384 handles these requests, performs validation, 
and assures that valid requests are processed. The Agent Manager 384 reports events associated 
with agent state and call control processing to the appropriate logged in agents and to the CTI 
5 Service Manager. 
Call Routing 

The Agent Manager 384 performs the routing functionality of the ACD subsystem 54. 
Generally, call routing is based on the call context of the call, predetermined rules, and 
environmental conditions of the ACD system 1 0. Call routing can be represented as a 
10 dynamically programmable function that uses the following equation: 

Rules + Environment + Call Context = Actions 
In general, the call routing function receives the Call Context from an incoming call and 
applies the call context with environmental information to the programmable rules to determine a 

•w 

set of actions to perform. 

1 5 As described above, the call context includes a call type that can specify any value, 

including a group, that guides the call routing function to determine an Agent Group into which 
the incoming call is queued. In another embodiment, the Call Context can include a destination 
Agent Group Name and the URL of the originating caller 14 (for Web initiated calls). 

The three levels of routing tables 389 provide the predetermined rules and the Call 

20 Context Mapper 386 implements the rules as described above. 

Environmental conditions of the ACD system 1 0 also affect routing decisions. The Time 
of Day Routing Tables can be used to schedule when the call center is open and closed. The 
status of queues and performance of agents can also affect the routing decision. These 
conditions can be checked using the "If action of the ACD Routing Table. If the environmental 

25 condition described by the parameter is true, then the routing passes to another step in the ACD 
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Roofing Table to perform a specific acfio. Such conditions, apphcafion of aeons produces 
^.fime routing decisions based upon ACD system .0 condition, System conditions can 
in c,ude Queue Depth per queue, Average Wait Tune pet queue, Agen, Ava„ab„,ty pet queue, 

etc 

Mapper 3S6, which produces acfions based on the CaU Context data and returns fire actions to 
th e Ag en. Manner 384. The A g cn, Manager 384 then appUes environment information ro the 

acti0 ns determine if fire action can rate piace. If en—a, conditions are no, correct, fire 

routing action fails. If the conditions are acceptabie, the action is taken. 

Prmtin ? Operation _ 

ta more detail, for an incontin g call the A g en, Mana g er 384 receives fire Call Context 

<r, ti. & <t#>ni Tvianaser 384 determines if the call center is Open (as 
data from the Call Manager 60. The A g ent Mana g er 

scared by an event from fire Adoption Server 3,0). .f closed, the Ag e„, Mana g er 384 
nofifies the caller through the configured messaging and disconnects the calf Ofiterwise, the 

v, «r 384 requests .ha. me Call Context Mapper 386 map fire Call Context dam to the 
15 Agent Manager 384 request uuu u 

•^sd imnlements the Call Context Mapper 386 Action 
appropriate actions. The Agent Manager 384 implements me 

interface 3 87 to determine the actions. 

When Cal. Context Mapper 386 determines an action to be performed, the Call Context 
Mapper 386 cans me appropriate Agen, Manager interface method. Wmle acfions typically pass 
20 M me Agen, Manager 384 for processin g by other software component, me Agent 
Manager 384 processes me Route ,o Device (group or agen,) action to evaluate me 

FOT example, for agen, devices me agen, mus, be ,o gg ed 1, have the correct avafiabUity state, 
^ »o, be in a call. For agent groups, die group queue must not be full, .ffiiese conditions 
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exist, the Agent Manager 384 returns a failure indication, which the Call Context Mapper 386 
can test to produce other actions such as playing a failure message to the caller. 

For an outgoing call (e.g., a PSTN callback), the Agent Manager 384 receives the Call 
Context data from the Customer Server 388. Just as above, the Call Context Mapper 386 finds 
5 the appropriate route. When the route is determined, the Agent Manager 384 requests that the 
Call Manager 60 place a call to the agent system 18 and to the caller through the PSTN gateway 
36. The Call Context data are passed to Call Manager 60 when the call is made. 

The Agent Manager 384 can receive a request to route the incoming call to a device (e.g., 
an agent or an agent group). The Agent Manager 384 queues the call to the group and returns to 

10 the Call Context Mapper 386. 

The Agent Manager 384 can receive a request to return environmental conditions to the 
Call Context Mapper 386. For example, the Call Context Mapper 386 can request to determine 
if the call center is opened. The Agent Manager 384 tests this condition with the Data Manager 
391 and returns the status. The Call Context Mapper 386 can present other types of conditional 

15 tests to the Agent Manager 384. 
CTI Routing 

The Agent Manager 384 may be asked to request a route of the CTI Service Manager of 
the CTI subsystem 58. The Agent Manager 384 pauses the Call Context Mapper 386 until either 
a CTI route is selected or a timeout expires. The Agent Manager 384 issues the request to CTI 
20 Service Manager and then sets the timer. If the timer expires before the selected route is 

received from CTI Service Manager 41 8, the Agent Manager 384 generates a Route End event 
telling the CTI subsystem 58 that the route is no longer requested. The Agent Manager 384 then 
continues the Call Context Mapper 386 processing. 

If a selected route is received, the Agent Manager 384 attempts to establish the 
25 connection to the selected device. If successful, the Agent Manager 384 stops the Call Context 
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Mapper 386. If the Route Select requested a Route Used indication, the Agent Manager 384 
makes a Route Used request to the CTI Service Manager. Upon successful routing, the Agent 
Manager 384 issues a Route End to the CTI Service Manager. If the selected route fails, the 
Agent Manager 384 requests a Reroute from the CTI server 40 and resets the timer. 

The CTI server 40 can send a Route End request to the Agent Manager 384 causing the 
Agent Manager 384 to terminate the timer before receiving a route from the CTI subsystem 58. 
Upon receiving this request, the Agent Manager 384 terminates the timer and performs the ACD 
routing. 

Agent State Control 

The Agent Manager 384 tracks agents as each agent logs in and logs out and submits 
requests. The Agent Manager 384 stores information such as the device ID, Name, password, 
transport address, availability, and call state, and user profile associated with that agent. The 
Agent Manager 384 also tracks information about calls associated with each agent. Each call has 
Call Context data, an id, and connection attributes for each connection in the call. The Agent 
Manager 384 also tracks the type of call (e.g., customer, internal, or external) and which agent is 
responsible for each call. 

Agents and the CTI Service Manager can log into an Agent Group. When the Agent 
Application 396 attaches to the Agent Manager 384, the Agent Manager 384 performs 
authentication of agent name and password using, for example, the NT/COM Security model. 
When an agent logs into or out of an agent group, the Agent Manager 384 issues an event to the 
logged in agent (if there is a direct connection) and to the CTI Service Manager. If the agent 
login fails, the agent is notified and is not considered part of the group. The Agent Manager 384 
also tracks the time an agent is logged into an agent group. 

Agents and the CTI Service Manager can request changes to an availability state of an 
agent. An agent can be in one of four states: Not Logged In, Unavailable, Available, and Wrap 
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Up. An agent in the Not Logged In state is unavailable to take calls from callers because that 
agent is not logged into an agent group. In the Unavailable state, an agent is logged into an agent 
group, but not available to take calls. In the Available state, an agent can take calls for each 
agent group in which that agent is logged in. In the Wrap-up state, the agent is unable to take 
» additional calls because the agent is wrapping up after completing a conference with a previous 
caller. Upon completing a call with a caller, the state of the agent can enter the Wrap Up state by 
default if the agent selects that feature. 

The Agent Manager 384 performs validation of the request and, if valid, changes the 
state of the agent. An event is generated to the agent (if there is a direct connection) and to the 
0 CTI Service Manager indicating the state change. 

The Agent Manager 384 also tracks the call state of an agent. An agent is considered 
"Idle" if no calls are associated with the agent. If there are calls associated with the agent, the 
agent is considered "In Call." An agent is deemed to be "In Call" from the moment the Agent 
Manager 384 determines to route a call to that agent until the moment the Agent Manager 384 
1 5 receives a Connection Cleared indication for that agent. While the agent is "In Call," the Agent 
Manager 384 refrains from routing other calls to that agent. 

Call state changes do not generate events. However, the Agent Manager 384 tracks 
which agent is responsible for an incoming call from a caller 1 4. When the connection of an 
agent is cleared, the Agent Manager 384 sets the state of the agent to "Wrap Up" if it was the 
20 responsible agent and "Wrap Up" was selected. 
Agent Call Control 

As described above, the Call Control 68 requests pass to the Call Manager 60 of the 
switch 50 for processing. The Agent Manager 384 waits for events from the Call Manager 60 to 
tell the requesting agent of the success or failure of the request. In one embodiment, the switch 
25 50, and not the Agent Manager 384, reports call control events to the CTI Subsystem 58. 
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The Agent Manager 384 receives events from the Call Manager 60 for incoming calls. 
The Agent Manager 384 sends the Media on Hold selection to Call Manager 60 for each 
incoming call. 

In one embodiment, the Agent Manager 384 ensures that each agent does not have more 
5 than two calls associated with it. The Agent Manager 384 enforces this limit when allocating 
calls from callers and when requested to dial out to callers or other agents. 
Agent Status 

The Agent Manager 384 notifies the Agent Application 394 of agent group queue status 
changes. The Agent Application 394 can request the queue status from the Agent Manager 384 
,0 periodically (e.g., every four seconds). The Agent Manager 384 can also automatically forward 
agent group status information to the Agent Application 394 when the agent group queue size 
changes. The Agent Manager 384 is also responsible for reporting agent (device) status to the 
CTI Service Manager when requested. 
Customer Server 

The Customer Server component 388 provides an external interface 400 that allows Web 
Browser-based callers to initiate an incoming or outgoing call to or from the ACD 56. The CGI 
Program 392 (or any outer program wrinen to use the Customer Server interface 400) passes the 
Call Context to the Customer Server 388. For incoming calls, the Customer Server 388 returns 
the IP Address drat the caller system 14 should call. The Customer Server 388 obtains this IP 
Address from the Data Manager 391 . In one embodiment, the IP address of the server 30 is used 
insKad of the IP address of the agent system 18, and in mis way the IP address of the agent is 
shielded from callers on the other side of the network 22. 

Table 6 shows an exemplary list of requests handled by the Customer Server interface 



15 



20 



400: 
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Table 6 - Customer Server Requests 





Description 


Inr»nm inaf^al1Rpmie<lt 
1 nCUII 1 11 lgv^al l i\CL{Uwdi 


Requests a call into the ACD. The Call Context Data is 
passed in. The Customer Server 388 returns a message ID to 
uniquely identify any subsequent requests and the IP Address 
of the server to call. 


OutgoingCallRequest 


A request for the ACD 30 to call the customer. The message 
ID is returned. 


GetCallStatus 


Get the call status for the call indicated by the message ID. If 
the id is invalid, and error is returned. Otherwise, the status is 
returned (see parameters) 


CancelCall 


Request for the call to be cancelled. 


DisplayMessageText 


Display message text 


DisplayURL 


Display URL 


CallConnected 


Call is connected, terminate processing for this call 


CallQueued 


Call is queued, so start giving out queue position 



Administration Server 

Fig. 15 shows the Administration Server component 390 in communication with the CP 
and CTI subsystems 50, 58, the Administration Application 396, and the Data Manger 391 . The 
Administration Server 390 provides an external server interface for administrating the server 30. 
The Administrator Application 396 uses this external server interface to set and get ACD 
configuration. The Administration Server 390 uses the CP Subsystem 50 and CTI Subsystem 58 
interfaces to set and get the subsystem information. For example, the Administration Server 390 
issues requests to the Call Manager 60 of the CP subsystem 50 to set gateway and gatekeeper 
configurations, and requests to the CTI Service Manager of Fig. 16 to set and get CTI specific 
configuration. The Administration Server 390 also communicates with the Data Manager 391 to 
set and get ACD specific configuration information. 

The Administration Server 390 also provides security to the system by preventing 
unauthorized individuals to view or configure the system. The Administration Server 390 
ensures that only one call center administrator is logged on at a time. The administrator may not 
configure the system without first starting the system. The Administration Server 390 can be 
launched only by the call center Service Account or by members of the call center 
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Administrators NT Group. This prevents unauthorized external applications from launching the 
component 390. 

The Administration Server 390 notifies other components when the call center is 
considered open or closed. The call center can be opened or closed through the call center 
Schedule and by manual operation through the Administration Application 396. When 
conditions occur that close the call center, the Administration Server 390 sends the event to any 
interested components. When conditions occur that open the call center, the Administration 
Server 390 issues the corresponding event. To determine if the call center is open or closed, the 
Administration Server 390 tracks the call center Schedule and monitors the Administration 
Interface for manual commands. 

The Administration Server 390 receives license key configuration from the 
Administration Application 396. When new license information is input and is valid, the 
Administration Server 390 stores the information in the Data Manager 391 . 
Data Manager 

The Data Manager 391 component stores the ACD Subsystem configuration and 
historical information to persistent storage. The configuration information includes Agents, 
Agent Groups, ACD Routing Tables, and other ACD configuration. 
ACD Subsystem Client Applications 

The Administration Application 396 configures the ACD subsystem 54 and provides the 
following functionality. The Administration Application 396: 

(1) logs into the call center; 

(2) configures agent systems 18; 

(3) configures agent groups including text messages, URLs, and media streams; 

(4) configures system text messages and URLs; 

ATM IQQOAI I 
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(5) sets the call center schedule; 

(6) specifies the IP address of the server system 30 to be used by external callers 14 

(7) opens and closes the call center; 

(8) configures the CTI server 40; and 

(9) configures the gateway 36 and gatekeeper. 

Caller Helper Application 

Generally, the Caller Helper Application 398 is in communication with the Internet 
telephone on the caller system 14 to start the telephone, register for notification of telephone 
events and state changes, dial out from the caller system 14 to the system server 30, and to hang- 
up the caller. In particular, the Caller Helper Application 398 controls the Internet telephone 
installed on the caller system 14 and communicates with the ACD 56 through the CGI program 
392. The Caller Helper Application 398 starts the Internet telephone on the caller system 14, 
verifies that the version of the Internet telephone installed on the caller system 14, and signals 
the CGI program 392 to initiate the H.323 call between the caller and one of the agent systems 
18. 

The Caller Helper Application 398 is in communication with the CGI program 392 to 
reserve an agent, request call queue status and call center information while waiting in the queue, 
and to cancel the queued call. The Caller Helper Application 398 accomplishes this functionality 
by issuing the "Reserve URL," the "Qstatus URL", and the "Qcancel URL" requests to the CGI 
program 392 through the CGI Program Interface 393 described below. 

In particular, the Caller Helper Application 398 issues the "reserve" URL to reserve an 
agent for a particular call type (agent group). Call context data is sent along with the reserve 
request. The CGI program 392 returns the IP address of the server system 30. In another 
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embodiment a different server system can route the Internet telephone call, and the CGI program 

392 returns the IP address of that server system. 

The Caller Helper Application 398 sends "Qstatus URL" requests to the CGI program 

392 to display call queue status, text messages, and web pages to the caller while waiting in the 
5 call center queue for an available agent. The "Qstatus URL" is also used to determine when the 

conference is successfully established with one of the agent systems. At this point, the Caller 

Helper application 398 exits. 

The caller can cancel the call at any time. In such event, the Caller Helper Application 

398 detects the cancel, notifies the CGI program 392 using the "Qcancel URL" request, hangs up 
10 the caller if the call was connected, and exits the Caller Helper Application 398. 

CGI Program 

The CGI program 392 provides an interface 393 between the web browser of the caller 
system 14, the Caller Helper Application 398, and the Customer Server 388 to initiate H.323 
Internet calls between the caller and one of the agent systems i8. Examples of requests provided 
15 by the interface 393 are shown in Table 7 below: 



Table 7 - CGI Program Requests 



*mmd- Requests : 


Description 


InitCall URL 


Initializes the CGI and Caller Helper Application Programs. 


Reserve URL 


Requests processing of an Incoming Call from the caller 14. 


Qstatus URL 


Obtains the call status for the call indicated by a message ID. 


Qcancel URL 

-> 


Request that the call indicated by the message ID be 
cancelled. 


CallBack URL 


Requests that an agent call back the caller later. 



The caller can start the call by placing an Internet call to the ACD 56 or by selecting a 
PSTN Callback. The CGI program 392 processes each URL by making requests to the ACD 
Customer Server 388 through the Customer Server interface 400 and returning responses to the 
20 web browser and the Caller Helper Application 398. 
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In more detail, the web browser issues the "InitCall URL" request to CGI program 392, 
the Caller Helper application 398 issues the "Reserve URL", "Qstatus URL", and "Qcancel 
URL" requests, and the web browser/PSTN Callback application issues the "callback" URL" 
request. In general, the responses to these requests lead to initializing the Caller Helper 
Application 398, establishing the call between the caller and the H.323 switch 50, displaying 
message text and/or a URL to the caller, and displaying queue position to the caller. 

Specifically, the "InitCall URL" request causes initialization of the Caller Helper 
Application 398. When the caller presses the "Connect Me" button on the web page, the web 
browser sends the "InitCall URL" to the CGI program 392. The CGI program 392 returns a file 
that automatically starts up the Caller Helper Application 398. The Caller Helper Application 
398 sends the "Reserve URL" to the CGI program 392 to request that a call be established with 
the ACD 56. The CGI program 392 determines the IP address of the caller, issues an Incoming 
Call request to the Customer Server 388, and returns the response to the Caller Helper 
Application 398. 
Agent Application 

The Agent Application 394 is in communication with the Agent Manager 384 and the 
Internet telephone installed on the caller system 14. The Agent Application 394 makes requests 
to and processes events from the Agent Manager 384 as described above. The Agent 
Application 394 communicates with the caller to start the Agent Application 394 and register for 
notification of telephone events and state changes. 

The Agent Application 3 94 provides the functionality necessary for an agent to process 
customer, internal, and external ACD calls through an H.323 compliant Internet telephone. The 
Agent Application 3 94 provides the following functionality: 

• Registers with the call center; 

• logs in and out of agent groups for customer call support; 
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• request agent availability state changes; 

• request agent call control 

. accept and process call control notifications from the ACD 56; 
. accept agent group status from the ACD 56; 

• track agent status; 

• report External calls to the ACD 56; 

. provide a Call Context Data Link to third party applications. 

Once registered with the call center, the Agent Application 394 enables the agent to log 
in and out of agent groups in which that agent is a member. If not logged into any agent groups, 
the agent can process internal and external calls, but not take calls from caller systems 14. Tobe 
considered available to process calls from a caller, the agent logs into an agent group. 

The Agent Manager 384 controls the agent availability state. The Agent Application 394 
requests agent state changes (Available/Unavailable) and requests Wrap Up configuration from 
the Agent Manager 384. The Agent Manager 384 directs the Agent Application 394 to the Wrap 

Up state at the end of calls. 

The call control functions supported by the Agent application are 

• accept call from caller or agent or supervisor; 

• dial out to agent or supervisor; 

• dial out to caller; 



accept and reject call waiting indications; 
place a call on hold; 
retrieve a call; 

transfer to an agent or supervisor; 
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• transfer a call to ah agent group queue; 

• conference in third party; and 

• toggle between call on hold and active call; and 

• mute of the audio of an agent in a three-party conference; 

The Agent Application 394 tracks agent status and receives the Agent Group Status from 
Agent Manager 384 whenever the agent group queue changes. 
ACD OPERATION 

At server system 30 start up, an initialization sequence starts the Agent Manager 384. 
The Agent Manager 384 then starts those software components that it uses (e.g., the Call Context 
Mapper 386, Call Manager 60, Device Manager 82, Data Manager 391, CTI Service Manager 
41 8). The Agent Manager 384 registers all Group Devices with the Device Manager 82 of the 
Switch 50 so that the devices are known to the Call Manager 60 for queuing. Agent Devices 
register with the Agent Manager 384. CTI-Based Agents register with the Device Manager 82 
by logging into an Agent Group. When the initialization finishes, the Agent Manager 384 sends 
a Start request to the Call Manager 60 to allow acceptance of incoming calls. 

Also, the Call Context Mapper 386 obtains the routing tables 389 from the Data Manager 
component 391. The Administration Server 390 configures these tables by configuring Agent 
Group, call center Schedule, and System Level Messaging. The Call Context Mapper 386 
obtains the table information from the Data Manager 391. The tables 389 require real-time 
updating for any changes to the call center schedule or agent group information. Changes to the 
tables 389 do not take effect while a call is traversing that table. Such changes take effect for the 
next call. 

The caller 14 can use a Web Browser to contact the ACD 56. The Web Browser 
connects to the Web Server 32. The Web Server 32 starts the CGI program 392 running. The 
CGI program 392 delivers Call Context data to the Call Manager 60 of the ACD server 30 in 
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advance of the incoming H.323 call. The Customer Server 388 then returns the IP Address of 
the ACD H.323 Switch to the CPI program 392. The Caller Helper Application 398 uses this IP 
address to place an H.323 Internet call to the ACD server 30. The switch 50 delivers the call to 
the Agent Manager 384 for call routing. 
5 * The Agent Manager 384 detects when a new incoming call arrives at the ACD server 30, 

determines the actions to perform for the caller, such as play media messages or route the call to 
an agent group. The Agent Manager 384 implements the actions through the Call Context 
Mapper 386, supplying the Call Context data to the Call Context Mapper 386 for performing the 
mapping. The Call Context Mapper 386 applies rules defined in the programmable routing 
10 tables 389 to determine the actions. 

The Call Context Mapper 386 parses the Call Context data looking for relevant 
information that determines the actions. From the call type, the Call Context Mapper 386 
determines the appropriate actions. The Call Context Mapper 386 can be dynamically 
programmed to map this call type to tables describing the types of routing actions that occur for 
15 calls of this call type. Typically, the mapping leads to an agent group, or groups, into which the 
incoming call is placed. 

The Administration Server component 390 monitors the call center Schedule and 
indicates to the Agent Manager 384 when the call center is closed. If closed, the Agent Manager 
384 does not call the Call Context Mapper 386 to perform action processing. In another 
20 embodiment, the Time of Day Routing Tables are programmable so that each call type can be 
programmed for different times of the day. For this embodiment, the Administration Server 390 
does not monitor the call center Schedule. 

The Call Context Mapping Table uses the call type in the Call Context data to find a 
unique Time of Day Routing Table for that call type. The Time of Day Routing Table is then 
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used to find the correct ACD Routing Table for the current time of day. This allows the use of 
different rules based on the time of day when different resources are available in the call center. 

The call type and time of day get the call to the list of actions appropriate for this call. 
When an ACD Routing Table is found, the actions are executed, sequentially, until either an 
agent is connected or the traversal of the ACD Routing Table ends. The Agent Manager 384 
executes the ACD Routing Table actions by calling functions provided by the Call Context 

Mapper interface 387. 

If the Agent Manager 3 84 routes the incoming call to the agent system 18, the Agent 
Manager 384 notifies the Customer Server 388 of the connection when the caller system 14 is 

0 connected to the agent system 1 8. The Customer Server 388 stops tracking the call after a 
connection is established to the agent system 18. If the Call Manager 60 rejects the attempt to 
save the Call Context, (e.g., because the system call limit has been reached), then the Customer 
Server 388 sends the "System Limit Reached Text" and URL as configured by the administrator 
and the call is no longer tracked. The Customer Server 388 obtains the "System Limit Reached 

1 5 Text" and URL from the Data Manager 391. 
CTI SUBSYSTEM 

The ACD 56 can operate as a standalone call center or together with the conventional 
PSTN-based call center 41 described in Fig. 1 . Conventional PSTN call centers typically include 
one or more switches that are controlled and monitored by a computer or network of computers. 
20 Such computers control the functionality of these switches and monitor events that occur at these 
switches. The CTI subsystem 58 integrates the ACD 56 with a PSTN computing environment 

4 

(e.g., the PSTN call center 41) so that these computers can control the functionality and monitor 
events of the ACD 56. The CTI subsystem 58 provides a set of software components that can be 
used by the CTI server 40 to access the ACD 56 for call control and event monitoring. In 
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npnt<! of ^ CTI subsystem 56 maps CTI server specific 
general, the set of software components ol the c y 

messaging to ACD 56 messaging. 

ln one embodiment, the CTI subsystem 58 implements the CSTA protocol to 

• u u rxr ^rver 40 Fig 16 shows the CTI subsystem 58 in communication 
communicate with the CTI server 40. h ig. 
5 withft eex, CT na 1 CT 1 se I ve I 40u3 i , g ,heCSTAp ro ,oco l ove ra TCP li n k 430. TheCT, 

System 5 8 inches a CSTA (Conner Supported T e,e_,ca,io„ AppUcation) Servtces 
. Interf ace 4.0. a CSTA ,n,erface Manager 4H, and a CT, Service Manager 4,8. CSTA , a 

server-based firs, and third-party switch coutro, interface denning a se, of message, and 

• xhP TSTA orotocol employs PDUs (Protocol Data 
protocols for driving a switching engine. The CSTA protoc 

. • formation over the network 22 for requesting services and reporting events. 
10 Units) to exchange information over me i 

ArD w CP subsystems 54, 50 using the 
The CTI subsystem 58 communicates with the ACD and tr s y 

T f 4i n and CSTA Interface Manager 414 components are 
interfaces. The CSTA Services Interface 410 and CSTA 

15 of the underlying CTI protocol. 

^ shown, ,he CTI subsystem 58 can concurrent^ support other CT! servers that 

,u r ct a hv including components that support that 
communicate with a protocol other than the CSTA by including 

^ o -*r<? m server the CTI subsystem 58 can also 
other protocol. For example, to support a 3CS CTI server, 

^ a 3CS Service ,n.erface «* (e.,. a RoOrweU 3CCS DLL) and a 3CS mterface Manager 
2q «6. F urme I ,meCT,ServiceManager4 1 8isu P da.ed t o h a„d l e b om3CSa n dCSTA. The 

m subsystem 58 and the ACD and CP subsystems 54, 50 can remam 
interface between the CTI suDsysiem «>o 

unchanged. 

CT! subsystem 58 hoodies service revests from the CTI server 40. Upon recervmg a 
CSTA service request from the externa, CTI server 40, the CTI subsystem 58 makes an 
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appropriate request to the ACD or CP subsystem 54, 50 to perform the requested service if 
needed, and return the result to the requesting CTI server 40. 

The CTI subsystem 58 handles event reports from the ACD or CP subsystems 54, 50. 
Upon receiving a call or an agent state event report from the ACD or CP subsystem 54, 50, the 
CTI subsystem 58 composes an appropriate CSTA event report for each monitored device 
involved in the event, and sends these CSTA event reports to the monitoring CTI server 40. 
Event reports from the ACD 54 or CP subsystem 58 include those caused by a service request 
from the CTI server 40 in addition to those caused by other means such as an incoming call. 

The CTI subsystem 58 handles routing service requests from the ACD subsystem 54. 
Upon receiving a routing CSTA service request from the ACD subsystem 54, the CTI subsystem 
58 issues an appropriate request to the CTI server 40 and returns an error result, if any, to the 
ACD subsystem 54. 

CSTA Services Interface 

In one embodiment, the CSTA Services Interface 410 is a DLL COM component that 
implements the CSTA protocol stack (CSTA, ROSE and TPKT TCP) including ASN.l 
(Abstract Syntax Notation 1) encoding and decoding of the PDUs. The ASN.l is described in 
the CCT Rec X.208 (ISO/IEC 8824:1990), incorporated by reference herein. The ROSE 
standard (Remote Operation Service Elements) is described in CCT X.219 and CCT Rec X.229 
(ISO/IEC 9072-1 :1989 and ISO/IEC 9072-2:1989, respectively), both of which are incorporated 
by reference herein. In the ROSE standard, every message transmitted is one of four types: 
Invoke(ROIV), Result(RORS), Error (ROER), or Reject (RORJ). ROIV is a request or 
unsolicited message, RORS is a positive response to a request, ROER is a negative result to a 
request, and in response to a request, RORJ indicates an encoding problem. Each ROIV includes 
an invoke ID. 



WO 00/41382 PCT/US99/30914 

-56- 

Through the CSTA protocol stack, the CSTA Services Interface 410 communicates with 
the external CTI server 40. The CSTA Services Interface 410 provides the CSTA Interface 
Manager 414 with the CTI link control, CSTA routing services request, asynchronous 
Result/Error return for the requested CSTA service, and event reports via COM interfaces. The 
CSTA Services Interface 410 declares COM event sinks for the CSTA Interface Manager 414 
and sends events related to CTI link control, CSTA services request, or Error received from the 
CTI server 40. 

In more details, the CSTA Services Interface 410: 

1 . listens on the TCP port for CTI link connection request from the external CTI server 
40, if so directed by CSTA Interface Manager 414; 

2. reports a CTI link connection request to the CSTA Interface Manager 414; 

3. accept or reject the CTI link as directed by CSTA Interface Manager 414; 

4. report to CSTA Interface Manager 414 if the CTI link is shut down by the external 
CTI server 40; 

5 . close down the CTI link if directed by CSTA Interface Manager 414; 

6. stop listening on the TCP port if directed by CSTA Interface Manager 414; 

7. read an incoming message on the CTI link; 

8. Remove the TPKT header from a read message and ASN.l decode it. The decoded 
result is a ROSE PDU and can be a ROIV (request), a RORJ (reject), a ROER (error), 
or a RORS (positive result). If there is a syntax error at the ROSE layer, return RORJ 
to the CTI server 40. 

9. If the received PDU is a ROER or RORS and there is no outstanding ROIV with the 
same invoke ID, and then return RORJ to the CTI server 40. Otherwise, return Result 
(Success in case of RORS or Error Return in case of ROER) event to CSTA Interface 
Manager 414. 
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10. If the received PDU is RORJ, an error has occurred at the ROSE layer in the 
previously sent ROSE PDU. If the previously sent PDU was ROIV, return Result 
(error) to the CSTA Interface Manager 414. 

1 1 . If the received PDU is ROIV and there is a CSTA syntax error, send back RORJ to 
the CTI server 40. Otherwise, keep the record of the invoke ID, and make ah 
appropriate service request event to the CSTA Interface Manager 414. After working 
on the requested event, the CSTA Interface Manager 414 sends the positive Result or 
Error return with the same invoke ID to CSTA Services Interface 410 as an 
asynchronous request. 

12. Receives a request from CSTA Interface Manager 414. The request can be a CTI link 
management, asynchronous Result/Error return, routing service request or a CSTA 
event report. 

1 3. If the received request is for a CTI link management, perform appropriate actions as 

described in steps 1 to 6. 

14. If the received request is the positive Result return, compose an appropriate RORS 
with the matching invoke ID and send it to the CTI server. 

15. If the received request is the negative Error return, compose an appropriate ROER 
with the matching invoke ID and send it to the CTI server. 

16. If the received request is a routing service request or a CSTA event report, assign a 
unique invoke ID, compose an appropriate ROIV, encode ROIV, attach a TPKT 
header and send it to the CTI server. The invoke ID is kept to match against RORJ. 
ROER or RORS to be received from the CTI server later. 

CSTA Interface Manager 

The CSTA Interface Manager 414 is a DLL COM component operating as a user layer of 
the CSTA services implemented by CSTA Service Interface 418 component. The Interface 
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Manager 414 provides the Service Manager 410 with the CTI link control, CSTA Routing 
services request, asynchronous Error return for the requested CSTA service, and Event reports 
through COM interface, The Interface Manager 414 also declares COM event sinks for Service 
Manager 41 8 and sends events related to CTI link control, CSTA services request or Error 
5 received from the CTI server 40. 

Other than for monitoring services, the CSTA Interface Manager 414 operates as a pass 
through layer between Service Interface 410 and the CTI Service Manager 418. The Interface 
Manager 414 checks the CSTA semantics, such as mandatory fields, forwards events received 
from the CSTA Service Interface 410 to the CTI Service Manager 418, and forwards requests 
,0 received from the CTI Service Manager 41 8 to the CSTA Service Interface 410. 

When the CSTA Interface Manager 414 receives an event report from the CTI Service 
Manager 418, the CSTA Interface Manager 414 constructs an appropriate CSTA event report for 
each monitored device involved in the event, and sends each report to the CSTA Service 
Interface 410 as an appropriate request. 
15 In more detail, the functions of the CSTA Interface Manager 414 are as follows. The 

CSTA Interface Manager 414: 

1 . Receives a service request event from the Service Interface 41 0 and checks the 
CSTA semantics of the service request event. If the Interface Manager 414 finds an error in the 
request, the Interface Manager 414 returns a negative response to the event; 

2. If the service request event is "Monitor Start," the Interface Manager 414 adds a 
new entry to an appropriate Monitor maintenance tables, assigns a unique Monitor Cross 
Reference ID, and returns the Reference ID in a Monitor Start Return request to the CSTA 
Services Interface 410; 
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3 . If the service request event is "Monitor Stop," the Interface Manager 414 removes 
the corresponding entry from the appropriate Monitor maintenance tables and sends a Result 
Return to the CSTA Services Interface 410 asynchronously. 

4. For CTI link management requests received from CTI Service Manager 41 8, the 
CSTA Interface Manager 414 issues corresponding requests to the CSTA Services Interface 410 
and returns a response after receiving a response from the CSTA Services Interface 410. 

5 For event reports type requests received from CTI Service Manager 4 1 8, the 
CSTA Interface Manager 414 parses the event and identifies devices, corresponding monitors, 
and CTI links. CSTA Interface Manager 414 returns an appropriate response to Service 
Manager 418 and issues an appropriate event report for each of the monitors to the CSTA 
Services Interface. 4 10. A positive response from CSTA Services Interface 410 is ignored. If the 
CSTA Services Interface 410 returns a negative response, then CSTA Interface Manager 414 
performs appropriate exception handling. 

6. For return result type requests received from CTI Service Manager 41 8, the 
CSTA Interface Manager 414 returns a response to Service Manager 418 after checking the 
syntax of the request. CSTA Interface Manager 414 then issues a corresponding request to the 
CSTA Services Interface 410. A positive response from CSTA Services Interface 410 is 
ignored. Upon a negative response, the CSTA Interface Manager 414 performs an appropriate 
exception handling. 

7. For routing service requests received from CTI Service Manager 41 8, the CSTA 
Interface Manager 414 returns a response to the CTI Service Manager 418 after validating the 
syntax of the request. The CSTA Interface Manager 414 then issues a corresponding request to 
the CSTA Services Interface 41 0. A positive response from the CSTA Services Interface 410 is 
ignored. For a negative response, the CSTA Interface Manager 414 sends an Error Return 
message to the CTI Service Manager 418. 
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CT1 Service Manager 

ln on e embodiment, the CTI Service Manager 4,8 is an execute component opening 
ns a US er ,ayer of*. CSTA service, impiemenred by the CSTA Service interface 4,0 and the 
CSTA interface Manager 4,4 components. Tire CT, Service Manager 4,8 is a,so m 
^monication with the CP subsystem 50 throng the Ca,, Manager interface « and wirh the 
A CD subsystem 54 through Ore Agen, Manager 384. Snch interfaces are independent of the 
po^ar imp.ementauon of me underiying CT, protoco, stac. According,,, such interfaces are 
the same whether the CTI subsystem 58 implements the CSTA Services Interface 4 , 0 or the 
Rockwell 3CS Service Interface 422. 

The CTI Service Manager 418 maintains a configuration information table on the 
external CTI serve,, Bach entry in the table corresponds to a licensed and configured CTI 
server connected to the ACD 56. Each entry includes the following attributes: 

. CTI server type (CSTA, 3CS, etc.); 

',i JM - u^A(\? an indicator of whether that CTI server is 
. Routing application enabled/disabled (i.e., an moicato 



5 



20 



allowed to perform the call routing); 
. Number of opened CTI links; and 

. IP Address of the CTI server, if necessary. 

„t of the ACD subsystem 54 can add, delete, and 
The Administration Server component 390 of the Atus y 

modify the external CTI server entries by sending an appropriate request to CTI Service 
Manager 418. Examples of other requests from the Administration Server component 390 
include obtaining a list of CTI servers and configuring a 3CS serve, 

The CTI Service Manager 418 controls access from external CSTA-based CTI servers 

410 andCSTAln t erfaceManager4I4. When a CTI link Requested event is received from 
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CSTA Interface Manager 414, the CTI Service Manager 41 8 determines whether to accept or 

reject the request. 

The CTI Service Manager 4 1 8 accepts the CTI link request if: 

1 . the IP address of the requester is in the configuration information table; 

2. the total number of CTI links does not exceed a predetermined limit; and 

3. If the requester has a routing application enabled, no other CTI link from another 

CTI server has the routing application enabled. 

For action events received from CSTA Interface Manager 414 related to CSTA service 
requests, the CTI Service Manager 418 forwards the received event as a request to the Agent 
Manager 384 or Call Manager 60. The Agent Manager 384 or Call Manager assigns a unique 
request ID and returns the request ID as a return response parameter to CTI Service Manager 
418. The CTI Service Manager 41 8 then maps the request ID to the corresponding "CTI link ID, 
invoke ID" pair specified in the received event from CSTA Interface Manager 414. This 
mapping relationship is stored by the CTI Service Manager 418 until the CTI Service Manager 
418 receives an event from the Agent Manager 384 or Call Manager 60 indicating completion or 

failure of the requested service. 

When the CTI Service Manager 4 1 8 receives a Route End or Error Return from the 
CSTA Interface Manager 414 (identified by the Route Cross Reference ID or the invoke ID), the 
Service Manager 41 8 issues the Route End event to the Agent Manager 384 with an appropriate 
error value. There is no positive Result return for the routing service request. 

When the CTI Service Manager 418 receives a routing service request from the Agent 
Manager 384, the CTI Service Manager 418 references the CTI server configuration table. 
There is no CTI-based routing if there is no CTI server entry with the Routing enabled and with 
the number of opened CTI links greater than zero. Consequently, an error condition is returned 
to the Agent Manager 384. 



/ 

/ 
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If an entry is found, the CTI Service Manager 418 assigns a unique Route Cross 
Reference ID and returns the Route Cross Reference ID to the Agent Manager 384. Then the 
CTI Service Manager 418 sends a corresponding routing request to the CSTA Interface Manager 
414 or 3CS Interface Manager 426, depending upon the CTI server type of the found entry. 
5 In more detail, the CTI Service Manager 418 operates as follows. 

1. The CTI Service Manager 418 directs the CSTA Services Interface 410 through 
the CSTA Interface Manager 414 to listen on a TCP port for a CTI link connection request from 
the external CTI server 40. 

2. When reported of a CTI link connection request from the CSTA Services 
1 0 Interface 4 1 0 through the CSTA Interface Manager 4 1 4, the CTI Service Manager 418 

references the appropriate CTI server information table, and determines whether to accept or 
reject the connection request. 

3. The CTI Service Manager 418 can close the CTI link by sending a request to 
CSTA Services Interface 410 through the CSTA Interface Manager 414. 

15 4. When reported of a CTI link closing by the CTI server 40, the CTI Service 

Manager 418 updates the appropriate CTI server information table. 

5. The CTI Service Manager 41 8 can send a request to the CSTA Services Interface 
410 through the CSTA Interface Manager 414 to cease listening on the TCP port. 

6. The CTI Service Manager 418 forwards a CSTA service request event, other than 
20 routing related requests, from the CSTA Interface Manager 414 to the Agent Manager 384 or 

Call Manager 60. The Agent Manager 384 or Call Manager 60 returns a unique request ID as a 
return parameter. The CTI Service Manager 418 forwards this request ID to the CSTA Interface • 
Manager 414. 

7. The CTI Service Manager 418 forwards routing related service requests (e.g., 
25 Route Select and Route End) and Error Return events received from CSTA Interface Manager 
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414 to the Agent Manager 384 as events. Both Error Return and Route End result in a Route 
End event but with different error values. The CTI Service Manager 41 8 uniquely identifies 
such service requests by the Route Cross Reference ID returned to the Agent Manager 384 in 
response to a Route Request service request. 

8. The CTI Service Manager 418 receives events from the Agent Manager 384 and 
the Call Manager 60. If the event is a positive reply to the requested service, as identified by the 

► 

matching request ID, then the CTI Service Manager 41 8 issues a positive Result Return to the 
CSTA Interface Manager 414. 

9. If the received event is a negative reply to the requested service, then the CTI 
Service Manager 4 18 sends a negative Error Return to the CSTA Interface Manager 414. 

1 0 . Following the positive reply to the request, the CTI Service Manager 4 1 8 expects 
to receive various return results and event reports from the Agent Manager 384 or Call Manager 
60. The CTI Service Manager 4 1 8 returns a response to the Agent Manager 3 84 or Call 
Manager 60 after a syntax check. Then the CTI Service Manager 418 sends a corresponding 
event report to the CSTA Interface Manager 414 and 3CS Interface Manager 426 if there is an 
opened CTI link for the corresponding CTI servers. A positive response from the CSTA 
Interface Manager 414 and 3 CS Interface Manager 426 is ignored. If a negative response is 
received, then the CTI Service Manager 418 performs an appropriate exception handling. 

11. The CTI Service Manager 418 can receive a routing service request from the 
Agent Manager 384. The CTI Service Manager 418 checks the CTI server information table. If 
there is no CTI server entry with the Routing enabled and with the number of opened CTI links 
greater than zero, there is no CTI-based routing. The CTI Service Manager 418 returns an error 
condition to the Agent Manager 384 in response to the request. 

12. If an entry is found and the requested service is Route Request, the CTI Service 
Manager 418 assigns a unique Route Cross Reference ID and returns the Route Cross Reference 
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ID to the Agent Manager 384 as a return response parameter. Then the CTI Service Manager 
41 8 issues a corresponding routing request to the CSTA Interface Manager 414 or 3CS Interface 
Manager 426, depending upon the CTI server type in the entry. 

13. If the CSTA Interface Manager 414 receives negative return response from CSTA 
Services Interface 410, the CSTA Interface Manager 414 sends an Error Return message to the 
CSTA Interface Manager 414. The CSTA Interface Manager 414 then issues a Route End 
message to the Agent Manager 384 with an appropriate error value. 

The following tables 8-11 provide details of the interfaces between the CSTA Services 
Interface 410, CSTA Interface Manager 414, CTI Service Manager 418, and Agent Manager 
384. Table 8 shows an exemplary list of events issued from the CSTA Service Interface (SI) 410 
to the CSTA Interface Manager (IM) 414 and from the CSTA Interface Manager (IM) 414 to the 
CTI Service Manager (SM) 418. 

Table 8 - CSTA SI Events (to IM) and CSTA IM Events (to SM) 





^mB^m^ :v DESCRIPTION .*•:■■;= 


CTI Link Requested 


The CSTA SI sends this event when a TCP connection request is detected on 
the listen socket. A reply to this event comes as a Reply to a CTI Link 
Request. 


CTI Link Closed 


The CSTA SI sends this event when it detects that the CTI link is closed by the 
far-end, i.e., the CTI server. 


Monitor Start 

(A CSTA SI only event) 


Device can be any physical or logical device including monitor group devices. 
The (CTI link ID, Invoke ID) is used to match the asynchronous reply 


Monitor Stop 
(A SI only event) 


(CTI link ID, Invoke ID) is used to match the asynchronous reply 


Route Select 


Route cross-reference ID references the one CTI SM sent in a Route Request. 
The event specifies the device id of the device to which the call is to be routed. 
The device can be an Agent or Agent group. There is no positive reply to this 
request. After the call is rerouted as specified, the Agent Manager 384 sends a 
Route End request, otherwise the Agent Manager 384 can send Re-Reroute 
request. If route used required is TRUE, Service Manager sends Route Used 

* 


Route End 


This event indicates that the CTI server is not involved in the routing of the call 
identified by the Route Cross Reference ID. There is no positive reply to this 
request. If there is an error, the SM send Error Return. The CTI server may 
use error field in this message instead of ROER. 
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irror Return 



Alternate Call 



Clear Connection 



Conference Call 



Divert Call 



Hold Call 



Make Predictive Call 



Query Device 
(Agent State) 

Retrieve Call 



Snapshot Device 

Set Feature 
(Agent State) 



Transfer Call 



This is a negative asynchronous reply to routing related requests. This results 
from the SI receiving ROER or RORJ from the CT1 server in reply to the 
routing related requests. This event is also sent by 1M to SM when 1M receives 
negative response from SI. 



(CTI link ID, Invoke ID) is used to match the asynchronous reply. If a reply 
indicates success, the CSTA SI receives Held and Retrieved requests later 

(CTI link ID, Invoke ID) is used to match the asynchronous reply, if a reply 
indicates success, the CSTA SI receives Connection Cleared and possibly Call 
Cleared events. 

(CTI link ID, Invoke ID) is used to match the asynchronous reply. If the reply 
indicates success, the CSTA SI receives a series of events, last of which is a 
Conferenced event 



(CTI link ID, Invoke ID) is used to match the asynchronous reply from IM. If 
the reply indicates success, the CSTA SI receives a series of events, last of 
which is a Diverted event. Device can be either Agent or ACD group 

(CTI link ID, Invoke ID) is used to match the asynchronous reply from 1M. If 
a received reply indicates success, CSTA SI receives a Hold events 

(CTI link ID, Invoke ID) is used to match the asynchronous reply from IM. If 
a received reply indicates success, the CSTA SI receives a Service Initiated, 
Originated, Delivered, and Established events, or in case of a failure, Failed 
and Connection Cleared events 

(CTI link ID, Invoke ID) is used to match the asynchronous reply from IM. 
Device can be Agent only 

(CTI link ID, Invoke ID) is used to match the asynchronous reply from IM. If 
a received reply indicates success, CSTA SI receives Retrieved events 

(CTI link ID, Invoke ID) is used to match the asynchronous reply from IM. 
Device can be either Agent or ACD group 

(CTI link ID, Invoke ID) is used to match the asynchronous reply from IM 
The Device can be an Agent only. 

Agent parameter can be: 

— Agent Logged On, 

— Agent Logged Off, 

— Agent Not Ready, 
Agent Working After Call 

Agent login ID, password and device ID of ACD group are mandatory for 
Agent Logged On 

If a received reply indicates success, CSTA SI receives Agent State events 

(CTI link ID, Invoke ID) is used to match the asynchronous reply from IM. 
The CSTA SI expects to receive a series of events, last of which is a 
Transferred event. 



Table 9 shows an exemplary list of requests received by the CSTA Interface Manager 
414 from the CTI Services Manager 418 and by the CSTA Services Interface 410 from the 



CSTA Interface Manager 414. 
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Table 9 - CSTA IM Requests (from SM] 



and CSTA SI Requests (from IM; 



Listen on CTI Connection 
Request 

Stop Listen on CTI Connection 
Request 

Close CTI link 



Reply to CTI link Request 



Result Return 



Error Return 

Monitor Start Return 
(SI only request) 



Conference Call Return 
Make Predictive Call Keturn 
Snapshot Device Return 
Transfer Call Return 
Query Device Return 
Route Request 



Route End 



Re-Route 



mmmmmr- : — r^r r r c TA S l binds the specified I CP listen port to a 

«JL. -y — — — 

(COM, Winsock, etc.) value is returned 



^WIVJ, ™ * / , — 

Result returns success after CS 1 A SI close the listen socket. Utlie, w isc au> 
SSSSSiSor (COM, Winsock, etc. ) value is returned 

■ r^TA SI close the a ctive socket for the specified 

Result returns success after CSTA bi ciose mc etc) value is 

CTI link. Otherwise, any encountered error (COM, W.nsock, etc.; v 

returned. ^ - 

rn SM sends this request m an asynch ronous reply to Oil Link Requested 
SL? The ^CTrSM adepts the CTI link request only if the requestor s 
Transpo^ Addressis in the configured list and the total number of CTI links 
does not exceed the configured maxi mum. 

Start, Conference Call, Make Predictive Call, g^^J £nd 
82 tt^ttSEXS. - SI b ack 
RORS to the CTI server. 



ivv^iw vv» vi.w ~ - - — ; — : "v - 

ThisTslHni^^ 

SI sends back ROER to CTI server. 

by the CTI server in Monitor Start. ■ ^ 

This is a positive asyn chron ous reply to Conterence ^a.T 



This is a positive asy n chronous reply to Make Predictive Return ^all 
This is a positive asy nchronous repl y to Snapsnot uevice 
This is a positive asynchronous reply to iransier v^ll 



This is a positive a synchronou s reply to Query uevice 

C all context data is d elivered to CI 1 server ggggjgg^. to 
transparently. There is no positive reply to this request C .1 P ^ 

events. 



cvcuu). ^ - — r- r 

ID) is used to match the reply to the request. 



Route Used 



j i— ' y »^ — - 

link ID, Route X Ref ID) is used to match these 

— ■ tn m server if a received Route Select event indicates to 

This request is sent to CI I server n <x io^si 

do so. 
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Agent State 



Call Cleared 



Conferenced 



Connection Cleared 



Delivered 



Diverted 



Established 



Failed 



Held 



Network Reached 



Originated 



Queued 



Retrieved 



Service Initiated 



Transferred 



Agent event type can be: 
Agent Logged On, 

- Agent Logged Off, 

— Agent No Ready, 

— Agent Ready, 

- Agent Working After Call 

This event report follows the last Connection Cleared Event in the call. An 
involved device can be Agent or Agent Group. 

This event report occurs for each monitored device in the involved call(s). An 
involved device can be an Agent only 

This event report occurs for each monitored device in the involved call(s). An 
involved device can be Agent or Agent Group. 

This event report occurs for each monitored device in the involved call(s). An 
involved device can be Agent or Agent Group 



This event report occurs for the diverting device. The device can be Agent or 
Agent Group. 

This event report occurs for each monitored device involved in the call. A 
device can be an Agent only. 



This event report occurs for each monitored device involved in the call. A 
device can be an Agent or Agent group. 



This request occurs for each monitored device involved in the call. A device 
can be an Agent only. 

This event report occurs when the monitored device is involved in the call. A 
device can be an Agent only 

This event report occurs when the monitored device is involved in the call. A 
device can be an Agent only 

This request occurs for each monitored device involved in the call. A device 
can be an Agent or Agent group. 

This request occurs for each monitored device involved in the call. A device 
can be an Agent only. 

This event report occurs when the monitored device is involved in the call. A 
device can be an Agent only. 



This event report occurs for each monitored device involved in the call. A 
device can be an Agent only. 



Table 10 shows an exemplary list of requests received by the CTI Service Manager 418 



from the Agent Manager 384. 
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Table 10- CTI SM Requests (from AM; 




Route End 



Route Used 
Re-Route 



Call context data is delivered transparently to the CTI server ma core.^. 
data field The SM returns a unique route cross-reference ID for the routing 
fettiTnship The AM expects to receive subsequently a Route Select or Route 
End event from the SM. 



This indicates to the CTI SM th at the call has been routed as specified or that 
2SSSSd«SBined during the routing, and that the AM wants to 

relationship between the CTI server and the AM (identified 

by route cross reference ID). 

This request is sent if the Route Select specifies that Route Used is required. 
The AM expects to receive a Koute Select or Route End event trom mrSM. 



Table 1 1 shows an exemplary list of events issued the CTI Service Manager (SM) 41 8 to 



the Agent Manager (AM) 384. 



Table 1 1— CTI SM Events (to AM) 




Route Select 



Route End 



Route cross reference ID references the one the CI 1 SM returned to Agem 
KSSTX : event includes a device id of the device to ^hichl 
be routed. The device can be an Agent or Agent group. The CTI SMexpects 
to receive subsequently a Route End or Re-Route request from the AM. 



This event indicates to the AM th at the CTI server is not involved in can 
^ n r^VnVore or that an error occurred in accommodating J^JJ«^ b 
Service request and wants to terminate routing relationship. Also this event is 
sent when S SM receives Error Return from the IM, which is the result of 
erther a ROER or RORJ received from the CTI server, or a negative response 
sent by SI to 1M ■ 



10 



The present invention may be implemented as one or more computer-readable software 
programs embodied on or in one or more articles of manufacture. The article of manufacture can 
be, for example, any one or combination of a floppy disk, a hard disk, hard-disk drive, a CD- 
ROM, a DVD-ROM, a flash memory card, an EEPOM, an EPROM, a PROM, a RAM, a ROM, 
or a magnetic tape. In general, any standard or proprietary, programming or interpretive 
language can be used to produce the computer-readable software programs. Examples of such 
la nguages include C, C++, Pascal, JAVA, BASIC, Visual Basic, and Visual C++. The software 
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programs may be stored on or in one or more articles of manufacture as source code, object code, 

interpretive code, or executable code. 

While the invention has been shown and described with reference to specific preferred 
embodiments, it should be understood by those skilled in the art that various changes in form and 
detail may be made therein without departing from the spirit and scope of the invention as 
defined by the following claims. 
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CLAIMS 

What is claimed is: 

1 1 . A method for conducting multimedia telephonic conferences over a packet-based 

2 network, comprising the steps of: 

3 receiving over the packet-based network a packet representing a request from a caller 

4 system to conduct a multimedia telephonic conference with an agent system; 

5 exchanging packets with the caller system to establish a call with the caller system; 

6 providing an application program interface to a telephony application program through 

7 which the telephony application program can control multimedia telephonic conferences 

8 between the caller and agent systems; and 

9 receiving a command from the telephony application program through the application 
10 program interface to process the call according to the command. 

1 2. The method of claim 1 further comprising the steps of: 

2 exchanging packets with the agent system to establish a second call with the agent 

3 system; 

4 linking the call established with the caller system to the call established with the agent 

5 system to establish the multimedia telephonic conference between the caller and the agent 

6 systems. 

1 3. The method of claim 1 further comprising the step of determining a set of media 

2 capabilities to be used during the multimedia telephonic conference. 

1 A. The method of claim 1 further comprising the steps of: 

2 exchanging media capabilities with the caller system; 

3 exchanging media capabilities with the agent system; and 



-71 - 

4 determining those media capabilities common to the caller and agent systems for 

5 conducting the multimedia telephonic conference. 

1 5. The method of claim 1 wherein the agent system is a first agent system and further 

2 comprising the steps of: 

3 exchanging packets with a second agent system to establish a third call with the second 

4 agent system; and 

5 linking the third call established with the second agent system to the multimedia 

6 telephonic conference between the caller and the first agent system to generate a three-party 

7 multimedia telephonic conference. 

1 6. The method of claim 1 further comprising the steps of: 

2 receiving a request from the application program interface to mute the multimedia 

3 telephonic conference with the caller system; and 

4 blocking transmission to the caller system of packets received from the agent systems 

5 having audio data. 

1 7. The method of claim 1 further comprising the steps of: 

2 receiving a request from the application program interface to place the multimedia 

3 telephonic conference with the caller system on hold; and 

4 releasing the agent system from the multimedia telephonic conference in response to the 

5 hold request while maintaining the call established with the caller system. 

1 8. The method of claim 1 further comprising the step of freezing a video display at the agent 

2 system upon placing the telephonic communication on hold. 
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of transmitting packets representing 
multimedia telephonic conference with the 



9 . The method of claim 1 further comprising the step 



predetermined media to the caller system while the 
caller system is on hold. 

10 The method of claim . further comprising the step, of: 

. m interface to resume the multimedia 

receiving a request from the applicatton program interface 

"* ■ „ th the caller system to the third call established with the 

linking the call maintained with the caller syst 

, u ■ inference with the caller system placed on 
agent system to retrieve the multimedia telephonic conference 

hold. 

» comprising the steps of: m interfa ce h> transfer the mnlnmedia 

receiving a request from the application program interface to 

• v. ao ^cii^r wstem to a second agent system; 

r.1- m ,mtaininK the call with the caller system; 
, ,he transfer request whrle mamtatnmg temWestablisha tod call wrm, he second 

exchanging Packets with me second agent system to establish 

„ & om me firs, agent system ,0 fhe second agent system. 



3 

4 

5 
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12. The method of claim 1 further comprising the step of providing a graphical user interface 
at the agent system for submitting requests. 

13. The method of claim 1 further comprising the steps of: 

receiving a request from the application program interface to join the multimedia 
telephonic conference being silently monitored by the monitoring agent system; and 

forwarding packets received from the monitoring agent system to the caller and agent 
systems in response to the request to join. 

1 4. The method of claim 1 further comprising the step of transmitting packets representing 
predetermined media to the caller system while the caller system awaits connection to the agent 
system. 

15. The method of claim 1 wherein the step of exchanging packets with the caller system 
includes establishing a logical channel for each type of media to be transmitted by the caller 
system during the multimedia telephonic call. 

16. The method of claim 1 further comprising the step of receiving a packet-based 

» communication from the agent system indicating that the agent system is available to engage in a 
! multimedia telephonic conference. 

I 17. In a packet-based network having a caller system transmitting a request to conduct a 

I multimedia telephonic conference with an agent system, a multimedia telephonic communication 

3 system, comprising: 

* « 

4 a server system in communication with the caller system via the packet-based network 

5 for receiving the request, the server system having software installed thereon and a processor 

6 executing the software, the software including: 
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7 an application program interface through which a telephony application program 

8 controls multimedia telephonic conferences; and 

9 a switch that receives a command from the telephony application program 

I o through the application program interface to control the multimedia telephonic conference 

I I according to the command. 

1 18. The system of claim 1 7 wherein the software further comprises the telephony application 

2 program and the telephony application program is an automatic call distributor (ACD) that route; 

3 a call from the caller system to an available agent system. 

1 19. The system of claim 1 7 wherein the software further comprises a computer technology 

2 integration (CTI) subsystem in communication with a CTI server for conducting conferences 

3 through the CTI server. 

1 20. In a packet-based network, a call center for handling multimedia telephonic calls from 

2 callers over the network, comprising: 

3 an agent system; 

4 a server system in communication with a caller system to receive a request over the 

5 packet-based network to conduct a telephonic conference with the agent system, the server 

6 system having software installed thereon and a processor executing the software, the software 

7 including: 

8 a telephony application program; 

9 a switch; and 

, 0 an application program interface through which the telephony application 

1 1 program communicates with the switch to establish a telephonic conference between the callei 

12 and the agent systems in response to the request. 
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